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The Courtesy Call Back feature provides clients an option to have the IVR call back the customer
when

the case worker is available rather than having to wait in the queue, but this feature does not limit
clients from requesting courtesy call backs multiple times.

Clients are calling in and requesting courtesy call backs multiple times which is impacting our

Call Center with increased call volume, longer wait times, multiple unnecessary call backs to the
same client that a call back was already completed on. When this occurs, it is impacted the overall
productivity of our Call Center and decreases our customer service experience.

The system will prevent a client from requesting a Courtesy Call Back when one has already been
requested and not yet completed. When a client attempts to make another Courtesy Call Back
request after one has already been requested, a message will advise the caller that a Courtesy
Call Back has already been requested and their request for an additional call back is unable to be
processed.

Medium

Call Center
IVR & Contact Center
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Comments

Logan Pratt added a comment - 03/11/2024 08:12 PM
To be reviewed at committee meeting on 05/22/2024
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