September 1, 2024

*Reporting period through August 31, 2024

Source: Accenture Data

CCA Board Report Metrics CONNECTOR

Customer Experience - Call Center

150

125

100

75

Thousands

50

25

3%

2%

80

60

Seconds

40

1% II
0%
Jan

129

Jan

1.7%

1.5%

W MASSACHUSETTS

HEALTH

the right place for the right plan

Call Volume 2023 v. 2024
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Q4 - Overall CSAT 2023 v. 2024

Customer Satisfaction Score — August 2024
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1o B Questions
Q1- How satisfied are you with how our customer
service representative resolved your issue today?
Q2- How friendly and courteous our customer
service representative was today?
Q3- How satisfied are you with the knowledge of
0% the customer service representative you spoke
with today?
Q4- How satisfied are you with the overall service
provided to you by the Health Connector today?
60% Very dissatisfied  Dissatisfied Meither dissatisfied or satisfied
Q1-CSR Q2-CSR Q3-CSR Knowledge . .
Satisfaction Friendliness Satisfied Completely satisfied
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Number of Ombuds Cases Received (Monthly)
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Number of Ombuds Cases by Type - August 2024
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Ombuds Open Cases Aging as of 8/31/2024

30 Open Cases

Oldest Case
3/19/2024 5 5

15+ days 11-15 days 6-10 days 4-5 days 2-3 days <2 days
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