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* Timeliness Study
v Average hold time: 2 min or less
v" Disconnected rate: 5% or less
» Accuracy and Accessibility Study
v The availability of interpreters for individuals
v’ Teletypewriter (TTY) functionality
v" The accuracy of plan information provided by customer service
representatives (CSRs) in all Ianguages
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“For ???
Press 1”

IVR 2 min
limit

Can you
answer
questions?

80% in
30 sec

> >
VR or Hold Q

Hold Queue
2 min limit

6 ring limit

If 7 mins
exceeded,
call ends.

Any HOLD time
during each
question counts
towards the 7
min limit

EHRIRE : 2016 Call Center
Monitoring Webinar Slides
https://mww.cms.gov/Medi
care/Prescription-Drug-
Coverage/PrescriptionDrug
CovContra/Downloads/Call
-Center-Monitoring-
Webinar-.pdf

“Please hold
for the next
available
operator”
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