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Self-Responses by Mode

9/29/20

Sufficient Responses, All Modes

Daily Response

TEA Yesterday Today ————
Number Distribution
Total 107,049,343 107,240,503 191,160 100.0
Internet 86,119,797 86,243,160 123,363 64.5
Paper 18,905,866 18,963,898 58,032 30.4
Phone 2,023,680 2,033,445 9,765 5.1
TEA 1 104,634,171 104,822,196 188,025 100.0
Internet 84,702,791 84,823,427 120,636 64.2
Paper 17,974,428 18,032,385 57,957 30.8
Phone 1,956,952 1,966,384 9,432 5.0
TEA 6 Stateside 1,740,354 1,742,923 2,569 100.0
Internet 1,026,298 1,028,522 2,224 86.6
Paper 671,089 671,164 75 2.9
Phone 42,967 43,237 270 10.5
TEAG6 PR 674,818 675,384 566 100.0
Internet 390,708 391,211 503 88.9
Paper 260,349 260,349 0 0.0
Phone 23,761 23,824 63 11.1
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Paper Processing
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CHECKED IN 20,465,996 9,072,805 11,393,191
Total S-R and UL 19,613,899 8,220,708 11,393,191
Self Response (TEA 1) 18,453,251 8,220,708 10,232,543
Update Leave (TEA 6) 1,160,648 0 1,160,648
Total RA, UE, GQ, ETL 852,097 852,097 0
SCANNED 20,411,239 9,153,613 11,257,626
Total S-Rand UL 19,566,681 8,309,055 11,257,626
Self Response (TEA 1) 18,406,818 8,295,535 10,111,283
Update Leave (TEA 6) 1,159,863 13,520 1,146,343
Total RA, UE, GQ, ETL 844,558 844,558 0
DATA DELIVERED 20,217,378 8,857,026 11,360,352
Total S-R and UL 19,505,013 8,144,661 11,360,352
Self Response (TEA 1) 18,345,950 8,144,661 10,201,289
Update Leave (TEA 6) 1,159,063 0 1,159,063
Total RA, UE, GQ, ETL 712,365 712,365 0
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Non-ID Processing Workload

Number Percent Change

Total Resolved 20,343,519 | 99.51% | 153,880
Resolved in Automated 17,204,452 | 84.15% | 148,934
Resolved in Clerical 3,139,067 | 15.35% 4,946

Resolved in Manual 1,783,649 8.72% 3,181
Resolved in OBAV 1,113,102 5.44% 1,526

Remaining Clerical Work 101,027 0.49% 7,982
Manual Processing Backlog 93,707 0.46% 3,459
OBAYV Backlog 7,320 0.04% 4,523

Sources: UTS 9730 — Non-ID Workload Report, Non-ID Tally Report,
Non-ID Daily Cumulative Report, OBAV Daily Cumulative Report
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Inbound: Call Summary - PTD

Total Inbound Call Volume % (PTD) Calls Offered to CSRs by Language
9/28 PTD
English Spanish Other English Puerto Rico 13 3,733
u . Spanish 2,007 365,440
87.4% 10.5% 2.2% _ _
Spanish Puerto Rico 144 51,790
Key Performance Metrics (PTD) — 60 13,529
Planned Actual )
Total Inbound Call Volume 12,054,590 13,237,150 Chinese Cantonese 01 11,272
Deflection Rate 47.0% 61.6% | ] 59 14,325
Service Level - 30 Seconds 80.0% 72.4%
AHT 9:04 9:24 Korean 76 14,685
Russian 18 7,726
Inbound Call Volume
Arabic 9 4,594

PTD-Yesterday: 13,186,679
Total Inbound Call vesterday: 50,471 Tagalog 18 2,875
Velume PTD: 13,237,150 <
Polish 4 2,604
PTD-Yesterday: 12,649,635
IR C Yesterday: 47,941 French 2 1,325
IVR Call Volume PTD: 12,697 576

Haitian Creole 26 3,144

PTD-Yesterday: 382,380

. Yesterday: 1,832 Portuguese 15 2,191
Direct to CSR PTD: 384 212 g '
Japanese 7 2,505
PTD-Yesterday: 5,035,210
Total Calls Offered to Yesterday: 26,427

CSRs PTD: 5,061,637 TTY 65 43,245

Group Quarters 12 5,208

oM 2M 4M oM &M 10M 12M 14M 16M 18M 20M
Inbound Calls Total 26,427 5,061,637
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