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RECOMMENDED ACTION(S): 

Consider receiving Semi-Annual Report on the Customer Service Call Center. 

EXECUTIVE SUMMARY: 
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This report highlights the functions and performance of the Customer Service Call Center from 
July through December, 2013. The new contract, awarded to the incumbent, was implemented 
in September 2013, with no issues. Service levels under the new agreement were adjusted in 
two areas. Monthly volume has been steady over the past two years, with significantly higher 
call volumes in July and October, due to the BART strikes and ongoing AC Transit labor 
negotiations. Although significantly more calls were handled and Call Center staff was 
supplemented during those events, service levels were compromised but rebounded to meet or 
exceed the standards. The types of calls received were consistent with prior reporting periods. 
Staff continues to regularly monitor the Call Center to ensure that accurate and timely 
information is conveyed to customers. 

BUDGETARY/FISCAL IMPACT: 
There is no budgetary or fiscal impact associated with this report. 

BACKGROUND/RATIONALE: 

American Customer Care (ACC} has been in place as AC Transit's Call Center vendor for over 
three years; the new current contract, effective September 2013, expires in September 2016. 
This is the sixth regular progress report. Over this six-month reporting period, over 49,000 
callers were assisted by live agents. Significantly higher volumes were experienced in July and 
October, due to the BART strike and potential AC Transit work stoppage, which temporarily 
affected caller wait time and abandoned rate. The distribution of calls has been consistent 
with prior periods: 85% of the calls received were for trip planning and travel assistance; 
complaints and comments account for 7% of the calls. Expenses for the Call Center remain 
within budget for the period. 
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No Answer 

Language Services 

Types of Calls 

4.9% 2.8% 3.1% 3.5% 3.5% 2.3% 

Translation services continue to be offered through a vendor contracted by American Customer 
Care, although usage to date has been minimal. As noted in prior reports, the 511 gateway to 
our call center, does not currently offer voice prompts in languages other than English. 
Customer Service staff are now working with 511 to develop options in Spanish and Chinese for 
AC Transit customers for general information, travel and trip planning, and for the reporting of 
complaints, comments and commendations. 

Performance 
The Call Center continues to meet or exceed its service level agreements for calls answered 
within three minutes, and the abandoned rate remains well under 4%. The service level 
agreement for calls answered within 20 seconds was raised to 85% in October under the new 
contract. The call center has had challenges meeting the new standard during this period, and is 
in the process of manually adjusting staff schedules and deployment while they implement a 
new online tool which will optimize their resources and availability. 

Monthly Call Performance Summary 

Average Speed of Answer (seconds) 

* SLS is 80%/85% as of October 

**SLS is 97% 

Call Quality 

22.0% 

33,985 

152.4 19.8 19.8 102.6 18.6 22.8 

Calls continue to be monitored on a regular basis. Management and staff conduct weekly 
teleconferences with the Call Center to listen to call recordings, review upcoming service 
advisories and alerts, and to discuss performance. 
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Customer Services staff work closely with Divisions and other departmental staff to monitor 
timely and accurate investigation and responses to customer issues. The Customer Services 
Manager and Administrative Coordinator are active participants in the bi-weekly Service 
Planning and Operations Committee meetings where Customer Service feedback is offered and 
discussed. Customer Services was actively involved with this group in planning for major 
service changes in South County in December and contingency planning for the BART strikes, so 
current information and scripts could be made available to the Call Center. 

ADVANTAGES/DISADVANTAGES: 

This report is being provided to inform the Board of Directors of the activities of the Customer 
Service Call Center. 

ALTERNATIVE ACTIONS: 

This report does not recommend an action. 

PRIOR RELEVANT BOARD ACTIONS/POLICIES: 

None. 

ATTACHMENTS: 

None. 

Department Head Approval: Tom O'Neill, Chief Technology Officer 

Reviewed by: David J. Armijo, General Manager 

Prepared by: Victoria Einhaus, Customer Services Manager 


