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( AGENDA )

Spy Games:

Using Gamification to
Improve Contact Center
Performance
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DualLL YWWoIra oingo

INn your mission packet you should
have received a Buzz Word Bingo

card.

Make sure to mark off words used by
Top Agents that correspond o your
Buzz Word Bingo card

We don't want o disrupt our Top
Agents, so please don't shout BINGO

when you have complefed your
card.

=  Once you have completely marked
off all the words on the card, raise
VOUI GG SO TNAT one of our

QPENAIIVES CAN CNECK YoUr CAnd.
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Get Your Card and Play Today!
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Improving Contact Center Performance 0

How Gamification Helps Meet Objectives

v Establishes achievable Key Performance Indicators aft
all levels

v Tools allow staff (both in office and working remotely)
fo measure success

v Work accomplished timely

/' Improved customer service

| 2025 Annual Conference — JPA Member Representatives Meeting
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Improving Contact Center Performance - “Aisa

11U -
How Gamification Helps Meet Objectives

.
,,,,,

e

asles Yo e gt s
o

P

Objective 4. v Timely feedback from customers ensures fraining is

Enhance.Reporhng, current and reinforce excellence
Analytics, and

Client v’ Reports and Dashboards keep staff (both in-office and
Communication working remotely) well informed and on target

Capabilities for
Greater Flexibility
and Insights

This includes improved ad hoc
reporting functionality and
evaluating current reporting
needs. Streamlining to client
correspondence/noftices.

| 2025 Annual Conference — JPA Member Representatives Meeting
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Assignment:
Chief Agency Operations

Specialties:
Accuracy/Stability/ Challenge

Current Location:
Undisclosed, USA

Random fact:

7/ ' Can live off pizza!
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Assignment:
Human Services Program Manager

Assignment:
Human Services Program Manager,
Access

Specialties:
Enthusiasm/Action/ Collaboration

Specialties:

Collaboration/Support/ Stability

Current Location:
Undisclosed, USA

Current Location:
Undisclosed, USA

Random fact:
Twin Mom

Random fact:
Dog Mom
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LIVE WELL

¥

FY 2009 - 2025 Access Customer Service Center Historical Performance

Total Calls Received by Fiscal Year
3,200,000

3,000,000
2,500,000

2,000,000 1,813,660 1,771,204

2,058,665

2,974,300

2,291,348
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m——

500,000

0

200%-2010  2010-2011 2011-2012  2012-2013 2013-2014  2014-2015> 2015-2016¢ 2016-2017 2017-2018  2018-2019  2019-2020  2020-2021  2021-2022

2022-2023

2023-2024

2024-2025
*FYTD

Average Speed of Answer by Fiscal Year

(Average Wait Time)
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0:03:21 0:00:41
2023-2024 2024-2025
*YTD
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= 1.1 Million Calls per Year

» 8:38 Average Speed of Answer
(ASA)

= One Tier System |

>
—
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HYLGIHIO-UI-Tlnoacnses

Prepared for change and
challenges by building a

Access Customer Experience
2224 and Services (ACES) Group

| 2025 Annual Conference — JPA Member Representatives Meeting
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v Confronted challenges head

Union Stewards Meeting

Access Advisory Team (AAT)

| 2025 Annual Conference — JPA Member Representatives Meeting
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Goals Implementation of Outcomes
a Two-Tiered System

Triage customers 1o get them Tier 1 — General Information STATTINg resources where needed
out of the queue efficiently - | -
Tier 2 — Eligibility Processing 407 OI cusiomers assisied in lier |

Determine the numoer of staft
neededa 1or our all volume Unthrottled Queue — No Max WaIT Times reducea:
Queue Depins
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Resetling
Targets

Access Task Processing List

ier 1 — 8 Minute AHT

= TJier 2 - 17 Minute AHT
14 min ACD/3S min ACW)

. 21 Calls

— et Dot

Colns

Introd

uction of

€lelyglijlefelifelq
oINS tor 21 calls/day.

Ior mainiaining
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s Clup 2
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[10] Tier 1 [10] Tier2

Last updated: 2:04 PN

Contacts In Queue Contacts In Queue Contacts In Queue

23 17 06

Longest Wait Longest Wait Longest Wait

@ Tier 1 Team State @ Tier 2 Team State @ CBO Counter

Last updated: 2:04

0 59 i 19 125 0 21

Available Unavailable Available Unavailable Available Unavailable

30 o1 5

Inbound Qutbound Inbound Qutbound Inbound QOutbound

o . 0 O 0 O

Preview Waiting Preview Waiting Preview Waiting

CalSAWS | 2025 Annual Conference — JPA Member Representati
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Tier 1

3

Call Waiting

Tier 2

2

Call Waiting

CalSAWS | 2025 Annual Conference — JPA Member Representafi
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Tier 1 Staffing

12
25

16

' Unév’léii..- l Outbbu... Inbound...
- ACW Available

Tier 2 Staffing
. 8
29
69
142

34

CBO

0

Call Walting

CBO Staffing

14



Tier 2 Calls

Inbound Answered

_a-

Sebastian

Mike
Terra

CalSAWS | 2025 Annual Conference — JPA Member Representafi 20



Mission 2023: Operation CalSAWS

Daily Staff Production Report .

10270/ L
— NWEE
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Total Calls Taken | Total Time Logged In _TZ Tnt.'.-al Unavailble
per Day (inc. Breaks/Lunch) A“g' fime prEI“ -TII"I"IE prEI‘f
> (ACD + ACW) (inc. Breaks/Lunch) pm
25 7:53:27 0:14:23 1:53:44
25 8:52:26 0:16:51 2:11:17
25 8:18:22 0:13:50 2:32:29
24 8:20:02 0:16:38 1:40:38
24 8:19:18 0:15:54 1:57:54
24 7:51:09 0:16:03 1:26:01
24 8:37:00 0:16:46 1:54:41
24 9:01:02 0:16:16 2:30:31
24 8:03:51 0:15:39 1:48:26
23 8:03:44 0:16:52 1:35:55
23 7:57:05 0:16:07 1:59:27
23 7:53:00 0:15:11 2:03:52
23 8:09:12 0:17:30 1:26:43
21 7:56:21 0:16:20 2:13:15
21 7:19:15 0:17:24 1:13:49
21 7:53:36 0:16:12 2:13:19

* Mission Details
Reviewed Daily
(at all levels)

« Agent's daily stafs
visible

21



WMIGELT T T ed aLruvym
Need 1o Know Metrics

» Calls Per Hour » Refused Calls

* Average Talk Time * Inbound Calls vs Journal Entries
» Affer Call Work « Auxiliary Codes such as Break
* Average Handle Time  Disposifions

| 2025 Annual Conference — JPA Member Representatives Meeting
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rTooidaLn ACCESS
CUSTOMER SERVICE SURVEYS

FEBRUARY 2025

CUSTOMER SERVICE SURVEYS
FOR FEBRUARY

Post Call Surveys help identify -
frends and are a valuable fool gz +

9% 1%

Positive Neutral Negative

POSITIVE — POSITIVE

| 2025 Annual Conference — JPA Member Representatives Meeting




Main Takeaways

A Vulnerabillity Being vulnerable with our staff helped us to build
frust with them

Communication Dashboards, Staff Production Emails, KPI's and Kudos

>
i

Q Transparency Emails, Coaching, Call Center Metrics and Targets

CalSAWS | 2025 Annual Conference — JPA Member Representatives Meeting
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Strong Values = Committed Team!

Our work is meaningful!

MISSION VISION COMMITMENT

Our mission Is to Our audacious vision We commit to using a
provide exceptional Is to ensure all of positive approach to
customer service. our customers have provide customers with a
positive experiences. positive experience.

Do your staff believe in your
vision, mission, and commitmente

| 2025 Annual Conference — JPA Member Representatives Meeting



y of TYCTSENY [ P A P e e

TG Uy rrogrs anm
Challenge your Team to Connect through your values!

e Allow time for staff to be trained on the values of the
organization

» Create opportunities tor sharing knowledge of your
values

fivities a events

| 2025 Annual Conference — JPA Member Representatives Meetit
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TG LUYydadity rrogyr anm
Providing Opportunities for Feedback

Actively create
Agents feel Don’t just say opportunities
valued when you have an for staff to
they are heard open door provide
feedback!

| 2025 Annual Conference — JPA Member Representatives Meeting
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Succession Planning

= Mentorship Programs

| 2025 Annual Conference — JPA Member Representatives Meeting
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Incentivizing Productivity

= |denftify goals that you want met and incentivize them!

= Create standardized rec

= But don't forget to spo

n‘“. 0
| 2025 Annual Conference — JPA Member Representatives Mee’ring% -




DY LUTMES

DAILY GAMES

5 coins awarded to Tier 1 and Tier 2 staff who hit our
target number of daily calls taken and the target
Average Handle Time.

| 2025 Annual Conference — JPA Member Representatives Meeting
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 CHALLENGES

* Friendly competitions with your peers and challenge
each other in various areas:

e Most calls answered
« Average handle time
e Inbound calls answered

« ACCESS TOURNAMENTS

* Winter Olympics
e March Madness
e Grand Prix

* BIRTHDAYS
« CLUB 21
- CALL OF FAME




Self-Sufficiency Services
In Recognition for
Having a Heart of Gold

Thank You

For: | just wanted to take a moment to express our gratitude for the exceptional

customer service you provided dunng the month of February. Your positive
approach and dedication have truly made a difference in our customers'’
experiences. They're genuinely appreciative of the Respect, Attentiveness, and
Timely expertise you consistently delivered. Thank you for going above and

¥ HHSA ¥ POSITIVE _ POSITIVE

LIVE WELL

Presented to

February Winners

For demonstrating your comnutment to the HEAR'T principles:

beyond to ensure our customers feel valued and supported, and
congratulations on recerving 18 positive customer service surveys for the HELPFULNESS, EXPERTISE, ATTENTIVENESS, RESPECT, TIMELINESS
month of 02/2024.

Awarded February of 2025

D)
o

Nominator
Customer Service COMMITMENT

Helpfulness-Going out of your way to find answers.
Expertise-Being knowledgeable.

Attentiveness-Being ready to meet customers’ needs.
Respect-Treating everyone with courtesy & dignity.
Timeliness-Being efficient with your time.

z UNCCESS

LIVE ‘V‘V{EL(L
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CALL
FAME

CONGRATULATIONS TO THE CALL OF FAME INDUCTEES FOR
GOING ABOVE AND BEYOND DURING THEIR CALLS AND
PROVIDEING WORLD CLASS CUSTOMER SERVICE

Call of Fame

L) Lfea

-

i\
\ ."

o
\
:
\l' \

— ELL . 200 0
b SAN DIEGO . 0
M
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Round 3

Marc

Championship

Round 4
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| . ~Z R ——— N, ?— I
Access ‘ ,4,. - -
@&
Wl ”te r | July-August 2024

Olympics 'SR oo 1Y}

1/6: Most Inbound Handled Gr a nd P r ix

1/13: Lowest ACD
1/21: Lowest ACW

1/27: Lowest Average RCC

Can you help your unit race to the finish line to

. .
213 : Most Positive Customer Surveys for become the next Access Grand Prix Champions:

Month of January




LumpLaIaIon vonsoon

Simple metrics
+ creative twist
= powerful motivation

15510/ -
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LIVE WELL

FY 2018 - 2025 Access Customer Service Center Historical Performance

Total Calls Received by Fiscal Year

2,974,300

2,058,665 IS

1,813,666 T e f
1,635,215 _ 1,771,204 1,733.959

=
1,151,576

Average Speed of Answer by Fiscal Year

(Average Wat Time)

CalSAWS | 2025 Annual Conference — JPA Member Representafi
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HACGCEpIL I---

v’ Be transparent about current organizational meitrics

v’ Actively create opportunities for agents tc

v' Establish shared values

v Allow your employees to bri

| 2025 Annual Conference — JPA Member Representatives Meeting



e ——

- “/'/"' a\\
r -
& / :
“
*
£ 7

ANy
Questions?e

| 2025 Annual Conference — JPA Member Representatives Meeting






	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22
	Slide 23
	Slide 24
	Slide 25
	Slide 26
	Slide 27
	Slide 28
	Slide 29
	Slide 30
	Slide 31
	Slide 32
	Slide 33
	Slide 34
	Slide 35
	Slide 36
	Slide 37
	Slide 38
	Slide 39
	Slide 40

