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Contact Center Summary 
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Average Speed of Answer 

​This is the cumulative total length 
of time of calls that are in a 
routing queue or that are ringing 
before being answered by an agent, 
divided by the total 
numbers of calls answered.  
 
Contractual Requirement - 180 
seconds 
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Average Handle Time 

​The average of talk time, hold time, 
and after-call work time (follow 
up work from the call). For e.g. agent 
reaching out to dispatch via 
message or email to 
accommodate an urgent ride 
requested. 
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Service Levels 

Calls that are handled within 

service levels mean calls that 

were answered within the first 3 

minutes in accordance with the 

contract.  
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Complaints 
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Unfulfilled Trip Data 
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Wheelchair Data 

Month Total Requests Completed Trips 
Cancelled Trips  

(Member or Facility 
Cancelled) 

Unassigned Trips 

November 289 242 47 0 

December 307 247 59 1 



• Veyo continues to gather feedback regularly from dialysis facility via in person meetings, emails, and monthly reports. 

• Veyo has dedicated agents to work specifically on dialysis trips to make sure trips are assigned with preferred providers, and to solve any real time 

transportation concerns.  
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Dialysis Data 

Month  Completed Number of Trips 
Number of Provider No-

Shows 
Rescue Trips 

November 22028 14 11 

December 22738 16 13 
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Member Advisory Committee - December ‘18 Meeting 
Topics that were discussed: 
 
● Specialized Transportation Forms - reviewing medical necessity and 

importance of having the forms on file while placing overrides. 
 
● Experience with Contact Center Agents  

 
● Feedback on Process Improvement strategies to ease member 

experience  
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Facility Outreach Update 
Veyo has met with the following facilities in the last month -  

● Root Center, Hartford 

● Smilow Cancer Hospital, New Haven 

● Davita Downtown, Hartford 

● Waterbury Hospital 

● Waterbury Behavioral Health 

● US Renal Care, Orange 

● Pendleton Health and Rehab, Mystic 

● Rushford Medical Center, Meriden 

● Apple Rehab, Rocky Hill 

● Hartford Healthcare, Torrington 

● Davita, New Haven 

● Northbridge Health Care Center, Bridgeport 

● Pathways, Enfield 

 

 



Next Steps 

• Transportation Provider Network Accountability 

• Missed Trips Initiative to make sure no trips are unaccommodated  

• Increased presence with facilities across the state  
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Thank You 

 


