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Customer Experience - Call Center

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

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
20% 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%
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Customer Satisfaction Score — November 2024

Satisfied Completely satisfied
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Enrollment General

Number of Ombuds Cases Received (Monthly)
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Number of Ombuds Cases by Type - November 2024

Billing & Outreach Carrier Application  Document Plan Shopping Eligibility

Question Payments Requests Verification

23 Open Cases

Oldest Case
10/21/2024

Ombuds Open Cases Aging as of 11/30/2024
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