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VHT is a system designed to allow clients the opportunity to make and appointment to receive a call back.  
Non-VHT represents clients that opted to wait on hold for an available agent.  
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HUSKY Call Volume By Call Center

Per CMS requirements, data represents only Medicaid/CHIP calls.  Calls for other programs are excluded.  The DSS 
Benefit Center handles 30% of Medicaid/CHIP calls. Total call volume for the Benefit Center in August was 188,304.
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HUSKY Average Wait Time By Call Center (min)

Per CMS requirements, data represents only Medicaid/CHIP calls.  Calls for other programs are excluded. Wait times are 
measured from the time a caller selects the option to speak with an agent to the moment the caller is connected to one.
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HUSKY Abandonment Rate By Call Center

Per CMS requirements, data represents only Medicaid/CHIP calls.  Calls for other programs are excluded. 
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