








June 5, 2018*

CCA Board Report Metrics
*Reporting period through May 1, 2018

Sources: SBSB SHOP Database — May 2018; DC HBX — May 29, 2018; NTT Financial Management System (FMS) — May 4, 2018
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This report was reformatted in December 2017 to report small group enrollment for the prior coverage month. Group adds and terms represent a

point-in-time snapshot of small group membership and do not include membership retroactivity.
** Group counts by metallic tier/benefit level do not count groups enrolled on the DC HBX or BCBS membership

*** Group counts by carrier do not count groups enrolled on the DC HBX
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*Reporting period through May 31, 2018
Source: NTT Data

Call Volume 2017 v. 2018 Abandonment Rate 2017 v. 2018
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Customer Satisfaction Score - May 2018 Questions ) ) )
--How satisfied are you with how our customer service representative
100% resolved your issue today?
- --How friendly and courteous our customer service representative
was today?
80% 5% —-How satisfied are you with the knowledge of the customer service
2% representative you spoke with today?
-How satisfied are you with the overall service provided to you by the
60% Health Connector today?
40% Very dissatisfied Dissatisfied Neither dissatisfied or satisfied
20% Satisfied Completely satisfied

0%
CSR Satisfaction CSR Friendliness CSR Knowledge
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Number of Urgent Services Cases Received (Monthly)
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Number of Ombudsman Cases Received (Monthly)
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