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Recorded content states the purpose of this hotline system, explains the
intake process and estimated time to completion. Message also details the
steps being taken to protect the confidentiality of their report.
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HANDLING INSTRUCTIONS INTERPRETER QUEUE
Specialist delivers Client-specific greeting and D RAAMARALLEREA (See reverse for detail)
instructions; intent to file a report is confirmed. :
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REPORTER EXPERIENCE AND INTERNAL HANDLING PROCES IN THE INTERPRETATION QUEUE

INTERPRETER QUEUE

Caller Experience: Automated Workflow:
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Caller hears music and a pre-recorded message

System simultaneously monitors CCIS availability and
in the Caller's language advising them to hold issues a task request to secure an external interpreter.

while we arrange for an interpreter.
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Handling instructions
First available agent is provided client-specific
greeting and instructions
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Report begins
Caller receives greeting and report instructions;
CCIS determines how to service the call

Service Level Metrics:

METRICS REPORT SAMPLING: WARRANTED ACTUAL 30 DAYS ACTUAL 90 DAYS ANNUAL AVG
Call answered in < 25 secs 90% 93.2% 93.8% 93.9%
Abandonment rate of calls > 25 secs 4% 2.8% 2.4% 2.7%
Average speed to answer [hh:mm:ss] 00:00:25 00:00:12 00:00:11 00:00:10

Average call handling duration 00:17:58 00:17:43 00:17:50 00:17:38
Report dispatch time <12 hrs 01:47:30 01:42:18 01:39:22

eal-time Service Le at http://service.navexglobal.com
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