
Customer Experience

z

CCA Board Report Metrics
Jan 1st, 2021*

*Reporting period through December 31st, 2020
Source: Faneuil Data
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Average Speed to Answer 2019 v. 2020

2019 2020

75%
83%

79%

7%

4%
7%3%

2% 3%3%
2% 2%

12% 9% 9%

0%

20%

40%

60%

80%

100%

CSR Satisfaction CSR Friendliness CSR Knowledge

Customer Satisfaction Score –December 
2020

Questions
--How satisfied are you with how our customer service representative 
resolved your issue today?
---How friendly and courteous our customer service representative was 
today?
--How satisfied are you with the knowledge of the customer service 
representative you spoke with today?
--How satisfied are you with the overall service provided to you by the 
Health Connector today?

Very dissatisfied     Dissatisfied    Neither dissatisfied or satisfied

Satisfied                       Completely satisfied
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January 1, 2018*

*Reporting period through December 31, 2017
Source: NTT Data

41

Dec-20

Inventory

Ombudsman

Total Open Cases as of 
11/30/2020

CCA Board Report Metrics
Jan 1st, 2021*

*Reporting period through December 31st, 2020
Source: Faneuil Data
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“The Health Connector and Faneuil are 
working to establish a process to accurately 
capture all cases escalated within the Call 
Center to the newly established Agent Assist 
Desk (AAD). This will be reflected in the 
February Board Report.”


