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BCBS CALL CENTER STANDARDS AND PERFORMANCE MEASURES
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Number of Calls Received -
All Queues

PHP CALL CENTER STANDARDS AND PERFORMANCE MEASURES

CONTRACT STANDARD

29,357

23,160

12,720

20,252 12,159

17,925

19,531

17,711

15,782

18,179

15,689

15,620

Number of Calls Answered -
All Queues

Percent of Calls Abandoned

Percent of Calls Answered
within 30 Seconds

Member Services

Average Wait Time
Percent of Voicemails Returned by
Next Business Day

Number of Calls Received -

<2 minutes

28,679

22,716

19,608

12,595

11,851

17,480

19,065

17,315

15,480

17,858

15,495

15,503

within 30 Seconds

Average Wait Time

Number of Calls Received -
All Queues

< 2 minutes

5,309

4,731

4,774

4,281

4,250

4,996

5,090

3,819

4,085

@ 5,602 5,778 6,927 4,134 3,698 3,332 S 3,069 2,419 2,934 3,045 2,823
2 All Queues

5

g |Numberof Calls Answered 5,409 5628 6176 4,104 3681 3,265 3,443 3022 2387 2,889 2975 2,757
3 All Queues

: Percent of Calls Abandoned <5%

E Percent of Calls Answered 85%

3,390

3,354

Number of Calls Answered -
All Queues

5,255

Percent of Calls Abandoned

<5%

Percent of Calls Answered
within 30 Seconds

85%

Provider Services

Average Wait Time
Percent of Voicemails Returned by
Next Business Day

Number of Calls Received -
All Queues

< 2 minutes

4,687

4,717

4,256

4,215

4,921

5,011

3,760

4,047

3,367

3,334

Number of Calls Answered -
All Queues

Percent of Calls Abandoned

UM Line

<5%

Percent of Calls Answered
within 30 Seconds

85%

Average Wait Time

Source: PHP Report 2, M1-M12 CY20

< 2 minutes




WSCC CALL CENTER STANDARDS AND PERFORMANCE MEASURES
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Number of Calls Received -

All Queues

2 Number of Calls Answered -

S

s All Queues

& Percent of Calls Abandoned <5%

i Percent of Calls Answered 85%

5 within 30 Seconds

e Average Wait Time < 2 minutes
Percent of Voicemails Returned by —

Next Business Day

Number of Calls Received -
All Queues
Number of Calls Answered -
All Queues

Percent of Calls Abandoned <5%
Percent of Calls Answered
within 30 Seconds
Average Wait Time

131 111 154 161 132 138 147 176 181 194 195 153

125 108 149 158 131 133 140 163 178 185 189 147

85%

Nurse Advice Line

< 2 minutes

Number of Calls Received -

3,610 3,369 3,435 3130 2,776 3,377 3,380 3,452 3,749 3,970 3,521 3,630
All Queues
- N
§ [humbegcicEeyend 3,547 3310 3,371 3,036 2,718 3,236 3,292 3,240 3,670 3,897 3,459 3,582
s All Queues
& [Percent of Calls Abandoned <5%
g [percentorGalls Answered o
3 |within 30 Seconds
& Average Wait Time <2 minutes
Percent of Voicemails Returned by 100%

Next Business Day

Number of Calls Received -
All Queues
Number of Calls Answered -
All Queues

Percent of Calls Abandoned <5%
Percent of Calls Answered
within 30 Seconds
Average Wait Time

UM Line

< 2 minutes

Source: WSCC Report 2, M1-M12 CY20
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