Annual 2022 Attachment D: Customer Service Summary (January 1 - December 31, 2022)

BCBS CALL CENTER STANDARDS AND PERFORMANCE MEASURES
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Annual 2022 Attachment D: Customer Service Summary (Jan 1 - Dec 31, 2022)

Provider Services Nurse Advice Line Member Services

UM Line

Number of Calls Received -

CONTRACT
STANDARD

PHP CALL CENTER STANDARDS AND PERFORMANCE MEASURES

Meets Standard

Does Not Meet

Al Queues 22,002 | 18337 19,460 17,542 | 17465 | 18863 | 17,757 | 21,608 | 18866 | 17,839 | 16707 | 16,011
Number of Calls Answered -

Al Quouos 21,590 | 17,965 19,177 17301 | 17,264 | 18551 | 17,482 | 21,283 | 18560 | 17,580 | 16500 | 15,882
Percent of Calls Abandoned <5% 1.9% 2.0% 1.5% 1.4% 1.2% 1.7% 1.5% 1.5% 1.6% 1.5% 1.2% 0.8%
Percent of Calls Answered 85% 87% 90% 90% 89% 91% 87% 89% 86% 87% 88% 91% 95%
within 30 Seconds

Average Wait Time < 2 minutes 0.5 0.3 0.3 0.3 0.2 0.3 0.3 0.3 0.3 0.3 0.3 0.2
Percent of Voicemails Returned by 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

Next Business Day

Number of Calls Received -

3,449 2,120 2,381 2,524 2,586 2,378 2,612 2,567 2,088 2,472 2,948 2,841

All Queues
Number of Calls Answered - 3,347 2,079 2,352 2,457 2,512 2,335 2,529 2,506 2,046 2,413 2,838 2,766
All Queues
Percent of Calls Abandoned <5% 3.0% 1.9% 1.2% 2.7% 2.9% 1.8% 3.2% 2.4% 2.0% 2.4% 3.7% 2.6%
Percent of Calls A d

ercent of Lafls Answere 85% 90% 96% 96% 96% 94% 94% 92% 95% 96% 95% 89% 91%
within 30 Seconds
Average Wait Time <2 minutes 03 0.1 0.1 0.2 0.2 0.2 03 0.2 0.2 0.2 0.4 03

Number of Calls Received -

2,960 2,860 4,132 3,396 3,194 3,521 3,137 3,365 3,507 3,836 3,277 3,534

All Queues

Number of Calls A d-

umber ot talls Answere 2,932 2,828 4,115 3,375 3,168 3,490 3,116 3,846 3,478 3,810 3,252 3,509
All Queues

Percent of Calls Abandoned <5% 0.9% 1.1% 0.4% 0.6% 0.8% 0.9% 0.7% 0.5% 0.8% 0.7% 0.8% 0.7%
Percent of Calls A d

ercent of Lafls Answere 85% 87% 87% 88% 89% 88% 86% 87% 86% 88% 87% 87% 92%
within 30 Seconds
Average Wait Time <2 minutes 0.4 03 03 0.2 0.2 03 0.2 03 0.2 03 03 0.2
Percent of Voicemails Returned b

U ot S L L el 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

Next Business Day

Number of Calls Received -

1,106 1,062 1,146 1,032 1,019 997 853 1,050 923 951 798 824
All Queues
Number of Calls Answered - 1,095 1,052 1,144 1,030 1,017 991 851 1,047 918 947 797 819
All Queues
Percent of Calls Abandoned <5% 1.0% 0.9% 0.2% 0.2% 0.2% 0.6% 0.2% 0.3% 0.5% 0.4% 0.1% 0.6%
Percent of Calls Answered 85% 89% 93% 92% 89% 93% 88% 97% 90% 90% 91% 88% 93%
within 30 Seconds
Average Wait Time < 2 minutes 0.3 0.2 0.2 0.2 0.2 0.2 0.1 0.2 0.2 0.2 0.2 0.2

Source: PHP Report 2, M1-M12 CY22




Annual 2022 Attachment D: Customer Service Summary (January 1 - December 31, 2022)

Provider Services Nurse Advice Line 88

UM Line

CONTRACT
STANDARD
ived - 5,277 4,296 4,960
Number of Calls Received 3,688 4723 4,362 4,702 4,436 4,636
All Queues
Number of Calls A d-
Aﬁ"guzf,; alls ANSWEre 5,093 4,188 4,678 4,007 3,908 3,975 3,608 4,588 4,283 4,555 4,311 45
Percent of Calls Abandoned <5% 3.5% 2.5% 5.7% 2.5% 4.9% 2.4% 2.2% 2.9% 1.8% 3.1% 2.8% 2.0%
Percent of Calls A d
W?:E?nnsg Se:o; dsnswere 85% 77.4% | 86.3% 75.8% 90.7% 93.6% 95.9% 9% 89 95.5% 87% 86% 91%
Average Wait Time < 2 minutes 0.9 0.6 1.1 0.4 0.3 0.2 0.2 0.5 0.2 0.5 0.6 0.3
Percent of Voicemails Returned b
Nz;ctegu:i’ne;'?sa's cturned by 100% 100.0% | 100.0% | 100.0% 100% 100% 100% 100% 100% 100 100% 100% 100%
- e
Number of Calls Received -
A:I’guzl:zs alls Receive 212 119 164 170 191 175 161 135 160 153 181 237
Number of Calls A d-
AI“I'ZUELSS alls Answere 206 118 159 170 188 173 159 136 157 152 177 231
Percent of Calls Abandoned <5% 2.8% 0.8% 3.0% 0.0% 1.6% 1.1% 1.2% 0.0% 1.9% 0.7% 2.2% 2.5%
Percent of Calls A d
W?tr;fn“ 33 Seio; dsnswere 85% 74.8% 89.0% 93.7% 91.8% 95.7% 96.5% 94.3% 97.8% 98.1% 95% 97% 96%
Average Wait Time <2 minutes 05 0.2 0.2 0.2 0.2 0.1 0.2 0.1 0.2 0.2 0.2 0.2
- e e e
Number of Calls Received - 4,036 3,846 4,529 3,990 3,771 4,105
umber of Calls Receive 3,721 4,394 3,750 3,706 3,828 3,303
All Queues
Number of Calls A d- 3,853 3,501 4,142 3,881 3,626 3,994
ymber oTLalls Answere 3,588 4,261 3,635 3,577 3,709 3,702
All Queues
Percent of Calls Abandoned <5% 4.5% 6.6% 8.5% 2.7% 3.8% 2.7% 3.6% 3.0% 3.1% 3.5% 3.1% 2.7%
Percent of Calls A d 63.6% | 63.9% 61.9% 88.3% 89.3% | 91.20%
W?tr;fn“ 33 Seio; dsnswere 85% 0 ° ° ° ° ° | 85.7% 85.7% 89.6% 85% 86% 88%
Average Wait Time < 2 minutes 1.9 1.9 2.9 0.4 0.3 0.3 0.4 0.4 0.3 0.4 0.4 0.3
P t of Voi ils Ret db 100.0% 100.0% 100.0% 100 1009 100
NZ;Ctegu:i’ne;'gearca's S 2y 100% ° ° ° % % % 100% 100% 100% 100% 100% 100%
e |
Number of Calls Received - 1,510 1,984 1,678
umber of Lalls Recelve 1,605 1,498 1,536 1,547 1,793 1,463 1,414 1,603 1,510
All Queues
Number of Calls A d- 1,474 1,554 1,634
UMBEr oT Lalls Answere 1,560 1,452 1,489 1,514 1,733 1,412 1,390 1,569 1,483
All Queues
Percent of Calls Abandoned <5% 2.4% 1.9% 2.6% 2.8% 3.1% 3.1% 2.1% 3.3% 3.5% 1.7% 2.1% 1.8%
Percent of Calls A d 90.8% | 91.2% 89.3% 90.19 86.69 85.8
W?:E?nnsg Se:o; dsnswere 85% 0 ° 0 % % % 87.5% 89.6% 88.9% 91% 94% 95%
Average Wait Time < 2 minutes 0.6 0.5 0.7 0.5 0.8 0.7 0.6 0.5 0.7 0.5 0.3 0.3

WSCC CALL CENTER STANDARDS AND PERFORMANCE MEASURES

Meets Standard

Does Not Meet
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