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Weekly Incident Ticket Volume by Region
9-28-2020 through 10-4-2020

Site % of 
Tickets

Total 
Tickets

Mean 
Resolution

(Hours)
ACO% RCC% DSC% Tier 3%

Atlanta 23.56% 5,709 3.67 94.41 % 3.12 % 1.73 % 0.74 %
Chicago 13.55% 3,284 3.02 90.69 % 5.05 % 2.60 % 1.67 %
Dallas 20.60% 4,992 3.26 92.59 % 4.23 % 2.07 % 1.10 %
Los Angeles 10.77% 2,609 5.68 87.73 % 4.99 % 3.91 % 3.37 %
New York 13.62% 3,300 4.15 87.40 % 7.24 % 3.06 % 2.29 %
Philadelphia 17.69% 4,287 3.25 92.72 % 4.67 % 1.55 % 1.07 %

Island Areas 0.08% 19 5.66 0.00 % 0.00 % 73.33 % 26.67 %
Headquarters 0.14% 33 9.31 0.00 % 0.00 % 63.33 % 36.67 %
Grand Total 100.00% 24,233 3.71 91.38% 4.64% 2.43% 1.55%
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Weekly Incident Ticket Volume by Operation
9-28-2020 through 10-4-2020

NRFU 
Tickets by 

Type

% of 
Tickets

Total 
Tickets

Connectivity 0.55% 93

DAPPS 0.04% 7

FDC 30.89% 5,245

HUB 2.38% 404

LMS 1.29% 219

Network/ID 7.22% 1,225

Other 7.76% 1,317

Password 32.96% 5,595

Phone 8.34% 1,416

Voicemail 8.58% 1,456

Grand Total 100.00% 16,977
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Targeted Support Approach
• Team was charged with assisting targeted ACOs in specific areas for Non-

Response Follow Up (NRFU) training and operations from July 13th – Sept 
30th Monday – Friday between 8am – 8pm Eastern

o Password/PIN reset for NRFU CFS and Enumerators
o Account lockout for NRFU CFS and Enumerators
o Account disabled for NRFU CFS and Enumerators
o Transcribing voicemails

• The Targeted Support Team identified ACOs based on the total number of 
open account and password related tickets.  Not all ACOs were supported

• The team worked directly with Trainers, CFSs, and Enumerators so users be 
quickly returned to work conducting NRFU operations
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Targeted Support Metrics - Overall

Between July 13th and Sept 
30th, Targeted Support ticket 
handling included:

• Resolved 5,849 tickets 
• Transcribed 3,765 tickets
• Total tickets handled was 

9,614 across all regions
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Recent Incidents
• N/A
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