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REVISED ATTACHMENT 6

MONTHLY VOLUMES

MONTHLY CALL VOLUMES – APRIL 2018 to FEBRUARY 2020

	
	Inbound
Calls Received
	Inbound Calls Answered
	Average Speed to Answer
	
Calls Abandoned
	Average Talk Minutes
	Outbound Calls Completed
	Calls Assisted by IVR

	April 2018
	110,038
	109,036
	12.7
	1,002
	5.36
	13,805
	78,389

	May 2018
	106,384
	105,087
	13.6
	1,297
	5.24
	14,208
	71,693

	June 2018
	99,418
	97,604
	20.6
	1,814
	5.2
	14,827
	66,962

	July 2018
	111,307
	109,017
	28.5
	2,290
	5.14
	15,733
	75,438

	August 2018
	122,315
	118,079
	34.2
	4,236
	5.19
	17,768
	81,866

	September 2018
	109,175
	104,796
	57.7
	4,379
	5.17
	15,037
	80,017

	October 2018
	139,137
	123,900
	172.2
	15,237
	5.25
	16,537
	104,567

	November 2018
	128,669
	99,791
	486.3
	28,878
	5.46
	14,554
	108,072

	December 2018
	122,701
	97,214
	516.5
	25,487
	5.55
	14,144
	100,141

	January 2019
	127,166
	106,666
	437.7
	20,500
	5.65
	15,715
	138,065

	February 2019
	119,202
	99,437
	481
	19,765
	5.7
	13,922
	116,557

	March 2019
	130,684
	122,341
	150.9
	8,343
	5.38
	19,630
	109,520

	April 2019
	124,362
	120,104
	58.3
	4,258
	5.44
	19,193
	110,530

	May 2019
	119,227
	117,008
	30.9
	2,219
	5.38
	16,841
	105,843

	June 2019
	106,500
	104,302
	33.1
	2,198
	5.28
	15,344
	99,239

	July 2019
	113,751
	111,093
	38.0
	2,658
	5.29
	16,049
	107,746

	August 2019
	107,737
	105,330
	34.3
	2,407
	5.04
	15,128
	104,117

	September 2019
	104,121
	100,738
	57.6
	3,383
	5.14
	14,071
	97,047

	October 2019
	111,406
	108,601
	46.0
	2,805
	5.04
	15,418
	110,189

	November 2019
	99,170
	96,716
	47.2
	2,454
	5.39
	15,307
	101,311

	December 2019
	115,266
	106,424
	176.9
	8,842
	5.61
	17,412
	126,209

	January 2020
	133,698
	119,147
	252.3
	14,551
	5.57
	19,269
	157,711

	February 2020
	112,968
	101,201
	248.1
	11,767
	6.02
	15,769
	131,909


MONTHLY MAIL VOLUMES – APRIL 2018 to FEBRUARY 2020

INBOUND MAIL
	
	eApplications
(Internet)
	Applications
(Mail/Fax)
	Status Review
	
PSF
	
Renewals
	Verification Documents
	
Appeals
	
Others
	
Total

	April 2018
	16,009
	6,413
	1,312
	2,707
	6,880
	26,553
	832
	11,429
	72,135

	May 2018
	18,102
	6,156
	1,202
	3,625
	10,355
	16,482
	620
	11,910
	68,452

	June 2018
	16,194
	7,230
	1,626
	3,519
	15,167
	16,847
	594
	13,726
	74,903

	July 2018
	21,765
	9,337
	1,013
	2,754
	22,839
	20,114
	500
	14,151
	93,473

	August 2018
	20,781
	10,922
	1,247
	3,264
	18,733
	20,464
	649
	12,925
	88,985

	September 2018
	18,807
	14,980
	755
	2,681
	19,223
	18,711
	616
	9,838
	85,611

	October 2018
	20,786
	8,543
	1,269
	3,994
	21,393
	29,685
	727
	16,147
	102,544

	November 2018
	23,463
	6,352
	886
	3,051
	20,860
	18,637
	757
	13,1336
	87,142

	December 2018
	36,383
	6,030
	1,005
	3,401
	17,268
	20,521
	762
	12,122
	97,492

	January 2019
	22,742
	8,125
	1,207
	6,169
	16,599
	21,904
	889
	15,829
	93,464

	February 2019
	19,538
	5,012
	1,052
	4,064
	16,366
	22,195
	632
	15,906
	84,765

	March 2019
	22,173
	5,446
	1,026
	3,717
	18,712
	16,035
	1,018
	14,149
	82,276

	April 2019
	22,461
	4,875
	704
	5,046
	15,122
	17,353
	454
	15,205
	81,220

	May 2019
	21,193
	4,636
	605
	4,881
	13,709
	19,217
	807
	15,821
	80,869

	June 2019
	19,130
	4,969
	485
	3,811
	20,708
	15,965
	744
	8,551
	74,363

	July 2019
	20,795
	5,614
	510
	6,095
	18,910
	16,333
	719
	14,160
	83,136

	August 2019
	21,593
	4,531
	487
	4,953
	14,294
	15,776
	676
	12,089
	74,399

	September 2019
	20,535
	4,511
	451
	4,008
	15,534
	14,711
	585
	13,696
	74,031

	October 2019
	23,136
	5,193
	593
	4,172
	16,453
	16,282
	570
	10,695
	77,094

	November 2019
	25,521
	3,872
	447
	4,377
	14,757
	14,903
	168
	10,229
	74,274

	December2019
	37,598
	4,910
	574
	4,780
	19,084
	16,005
	63
	12,102
	95,116

	January 2020
	22,265
	5,515
	614
	5,818
	18,175
	17,828
	115
	14,688
	85,018

	February 2020
	23,162
	3,835
	395
	4,227
	15,676
	16,885
	1,210
	13,048
	78,438



Others include general correspondence, manual outbound letter, premium inquiries and returned mail.










MONTHLY MAIL VOLUMES – APRIL 2018 to FEBRUARY 2020

OUTBOUND MAIL


	
	
Ready to Enroll
	
Missing Information
	
Eligibility Outcome Letters
	Enrollment Confirmation Letters
	

Statement
	

Renewals
	
App Rec’d Letters
	

Others
	

Total

	April 2018
	14,857
	27,647
	73,744
	34,305
	31,225
	18,790
	29,421
	12,797
	242,786

	May 2018
	12,188
	24,744
	72,640
	37,152
	31,311
	24,872
	34,596
	11,593
	249,096

	June 2018
	10,309
	24,015
	74,832
	32,626
	32,033
	33,282
	35,967
	16,814
	259,878

	July 2018
	30,996
	29,090
	83,415
	27,491
	31,424
	12,313
	44,969
	13,155
	272,853

	August 2018
	15,487
	29,363
	84,577
	33,148
	30,648
	27,938
	48,594
	14,908
	284,663

	September 2018
	10,311
	22,016
	76,678
	27,895
	30,651
	33,355
	39,841
	10,840
	251,587

	October 2018
	14,127
	27,691
	91,990
	31,817
	29,986
	35,503
	50,131
	25,876
	307,121

	November 2018
	7,790
	26,041
	83,251
	27,506
	30,654
	29,747
	53,217
	36,107
	294,319

	December 2018
	25,771
	30,733
	70,070
	27,007
	30,883
	28,502
	46,519
	37,356
	296,841

	January 2019
	10,214
	35,161
	82,836
	40,080
	30,191
	26,981
	48,274
	52,090
	325,827

	February 2019
	11,878
	32,725
	77,201
	35,162
	30,312
	30,721
	41,058
	13,751
	272,808

	March 2019
	11,268
	31,414
	103,053
	50,705
	31,624
	28,286
	48,369
	14,967
	319,686

	April 2019
	14,634
	49,981
	85,433
	41,551
	31,750
	20,446
	42,242
	11,912
	297,949

	May 2019
	12,160
	45,329
	85,765
	42,551
	32,518
	12,160
	40,379
	20,477
	301,234

	June 2019
	10,429
	32,341
	82,094
	42,960
	32,467
	43,707
	47,915
	12,800
	304,713

	July 2019
	17,089
	40,229
	100,631
	40,936
	32,028
	26,445
	48,521
	13,345
	319,224

	August 2019
	11,166
	34,430
	80,674
	37,246
	31,991
	26,857
	43,619
	10,934
	276,917

	September 2019
	13,173
	28,956
	77,096
	32,165
	32,753
	34,676
	38,142
	10,203
	267,164

	October 2019
	12,200
	36,881
	80,134
	33,487
	32,480
	23,169
	48,966
	12,648
	279,965

	November 2019
	8,046
	27,551
	73,247
	31,176
	33,190
	27,057
	35,499
	16,016
	251,782

	December 2019
	34,414
	33,982
	81,533
	32,270
	33,012
	27,404
	53,696
	17,959
	314,270

	January 2020
	10,965
	29,237
	85,645
	34,928
	32,417
	29,397
	52,947
	22,741
	298,277

	February 2020
	3,406
	35,084
	93,427
	39,230
	33,606
	26,800
	43,130
	18,186
	292,869



Others include letters such as auto-assignments, voter registration requests, reprints and creditable coverage requests.





MONTHLY ELIGIBILITY DETERMINATIONS – APRIL 2018 to FEBRUARY 2020


	
	New Applications
	Supporting Documents
	
Renewals
	Status Reviews
	
Other
	
Total

	April 2018
	20,447
	18,035
	11,995
	6,993
	1,274
	58,744

	May 2018
	19,534
	17,140
	11,742
	6,405
	1,245
	56,066

	June 2018
	17,151
	14,562
	12,980
	4,821
	1,124
	50,638

	July 2018
	16,589
	14,221
	14,122
	4,115
	1,324
	50,371

	August 2018
	20,387
	16,471
	16,688
	4,326
	1,758
	59,630

	September 2018
	15,052
	11,871
	11,215
	4,113
	1,952
	44,203

	October 2018
	17,302
	14,535
	15,826
	3,623
	2,134
	53,420

	November 2018
	20,379
	17,306
	23,389
	3,204
	1,767
	66,045

	December 2018
	18,327
	20,548
	18,095
	4,292
	1,788
	63,050

	January 2019
	28,542
	24,833
	21,355
	6,437
	470
	81,637

	February 2019
	25,975
	17,052
	15,837
	6,214
	1,192
	66,270

	March 2019
	30,188
	14,244
	3,221
	5,464
	1,512
	54,630

	April 2019
	29,699
	17,972
	27,518
	5,240
	2,363
	82,792

	May 2019
	26,711
	23,462
	13,903
	7,175
	2,535
	73,786

	June 2019
	18,226
	21,276
	9,987
	6,743
	1,922
	58,154

	July 2019
	22,898
	23,029
	19,883
	8,350
	1,406
	75,566

	August 2019
	22,753
	18,801
	21,619
	6,203
	1,144
	70,520

	September 2019
	19,480
	17,449
	16,951
	4,524
	1,146
	59,550

	October 2019
	23,081
	22,715
	27,058
	4,929
	1,386
	79,169

	November 2019
	18,379
	23,414
	18,029
	3,073
	1,035
	63,930

	December 2019
	24,350
	15,713
	19,283
	2,982
	1,047
	63,375

	January 2020
	19,944
	26,879
	19,164
	3,990
	1,469
	71,446

	February 2020
	26,865
	20,958
	23,331
	3,720
	1,369
	76,243



			






MONTHLY ENROLLMENT /MANAGED CARE – APRIL 2018 to FEBRUARY 2020

	Month
	Total

	April 2018
	34,079

	May 2018
	35,814

	June 2018
	36,752

	July 2018
	34,510

	August 2018
	43,001

	September 2018
	35,346

	October 2018
	39,036

	November 2018
	36,298

	December 2018
	37,239

	January 2019
	39,032

	February 2019
	42,153

	March 2019
	41,680

	April 2019
	46,996

	May 2019
	40,172

	June 2019
	42,487

	July 2019
	50,007

	August 2019
	41,239

	September 2019
	39,039

	October 2019
	38,659

	November 2019
	33,970

	December 2019
	37,644

	January 2020
	38,019

	February 2020
	40,012



