ﬁ% CalP ERS Customer Services and Support

Agenda Item 11
Attachment 3

CalPERS Customer Contact Center
Call Wait Time Intervals

Percentage Calls <6 Minutes Percentage Calls <60 Minutes Percentage Calls <120 Minutes
All Customers | Members Employers All Customers | Members Employers All Customers | Members Employers
69.8% 69.2% 72.1% 94.6% 93.5% 99.3% 99.3% 99.1% 100.0%
75.0% FENL A 81.5% 95.7% 94.9% 99.8% 99.5% 99.5% 100.0%
78.5% 78.1% 81.2% 98.1% 97.7% 99.8% 99.9% 99.9% 100.0%
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36,652 1,749 2.7% 0 0.0% [1] 0.0% 0 0.0% 0 0.0% o] 0.0% 0 0.0% 1] 0.0% 0 0.0% 38,401
OCT - Remained on the Lin 8,924 4,142 6.3% 4,659 7.0% 2,915 4.5% 2,740 4.3% 2,323 3.6% 750 1.1% 318 0.5% 119 0.2% 43 0.1% 26,933
NOV - Elected Callback | 31,436 482 0.8% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 0 0.0% 4] 0.0% 0 0.0% 31,918
NOV - Remained on the Line | 13,101 4,242 7.1% 3,844 6.5% 2,087 3.5% 1,653 2.8% 1,829 3.1% 467 0.8% 171 0.3% 60 0.1% 41 0.1% 27,495
DEC - Elected Callback | 34,788 235 0.4% 0 0.0% 1] 0.0% 1] 0.0% 0 | 0.0% o] 0.0% o] 0.0% 4] 0.0% 0 0.0% 35,023
DEC - Remained on the Line | 15,851 4,647 7.2% 4,357 6.8% 2,175 3.4% 1,133 1.8% 865 1.2% 357 0.6% 55 0.1% 18 0.0% 4 0.0% 29,462
Volume and Perce e by Minute Intervals by Month (MEMBER AND EMPLOYER
0-6 b 0 0-4 B0 &60-90 90 0 0 0 0 0 S0 ota
OCT - All Customers | 45,576 | 69.8% 5,891 9.0% 4,659 7.1% 2,915 4.5% 2,740 4.2% 2,323 36% 750 1.1% 318 0.5% 118 0.2% a3 0.1% 65,334
OCT - Members | 37,013 | 69.2% | 4,459 8.3% [ 3,461 6.5% | 2,461 4.6% 2,593 4.9% 2,258 4.2% 736 1.4% 317 0.6% 119 0.2% 43 0.1% 53,460
OCT- Employers | 8,563 | 721% | 1,432 | 12.1% | 1,198 | 10.1% 454 3.8% 147 1.2% 65 0.6% 14 0.1% 1 0.0% 0 0.0% 0 0.0% 11,874
NOV - All Customers | 44,537 | 75.0% 4,724 7.9% 3,834 6.5% 2,087 3.5% 1,653 28% 1,829 3.1% 467 0.8% 171 03% 60 0.1% 41 0.1% 59,413
NOV - Members | 36,639 | 73.7% | 3,626 7.3% | 3,238 6.5% | 2,028 4.1% 1,636 3.3% 1,817 3.7% 463 0.9% 170 0.3% 60 0.1% 41 0.1% 49,718
NOV - Employers | 7.898 | 81.5% | 1,098 | 11.3% 606 6.3% 59 0.6% 17 0.1% 12 0.1% a 0.1% 1 0.0% 0 0.0% i 0.0% 9,695
DEC - All Customers | 50,639 | 78.5% | 4,882 | 7.6% | 4,357 | 6.8% 2,175 3.4% 1,133 1.8% 865 1.2% 357 0.6% 55 0.1% 18 0.0% a 0.0% 64,485
DEC- Members | 42,732 | 78.1% [ 3,850 7.0% 3,703 6.8% | 2,003 3.8% 1,093 2.0% 845 1.5% 354 0.7% 55 0.1% 18 0.0% 4 0.0% 54,747
DEC-Employers | 7,907 | 81.2% | 1,032 | 10.6% 654 6.7% 82 0.9% 40 0.4% 20 0.2% 3 0.0% 0 0.0% 0 0.0% 0 0.0% 9,738




