CITY OF AUSTIN

PURCHASING OFFICE

Self-Funded Medical Program, Stop-Loss Coverage, 

Pharmacy Benefit Management

REQUEST FOR PROPOSAL NO: JSD0120 

ATTACHMENT IV:  CUSTOMER SERVICE STAFF INFORMATION 


	Question
	Response

	CUSTOMER SERVICE:
	

	Location of the Customer Service unit?
	

	Total number of Customer Service Representatives (CSRs)?
	

	Number of designated CSR staff to service the City?
	

	Number of designated CSRs that speak Spanish?
	

	Number of designated CSRs that work remotely?
	

	What is the average length of service for the designated CSRs?
	

	Do you record all incoming calls?  If yes, how often are calls purged?
	

	How many months of claims history are available to CSRs?
	

	Target ratio of CSRs to enrolled participants?
	

	Do you issue an ID card per employee/retiree or each covered person?
	

	Total number of grievances filed within the last 12 months?   Number pending?  
Number resolved?
	

	What on-line services are available to covered persons?
	

	Detail how you measure enrollee satisfaction.
	

	Rollover rate (% of calls redirected from designated unit)
	2010
	2011

	Abandonment Rate
	
	

	Average Speed to Answer in Seconds
	
	

	Member Satisfaction Level
	
	

	First Call Resolution Rate
	
	

	Turnover Rate for Unit
	
	

	Average response time for resolving customer inquiries and complaints
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