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Service Center/MSU Update

OE7 Inbound Call Volumes:

November: 32,178 December: 50,940 January:  22,093

Totals:  105,211 OE6 Totals:  123,468

Average Speed of Answer in Seconds:  

November: 28 December:  24 January: 39

Service Level – Call Answered in Under 300 Seconds:

November: 97% December: 95% January:  94%

MVRs: November 1 – January 15

Received: 11,553

Processed:  9,443
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Faneuil Transition Timeline

1 August 2019 1 April 2020
10/1/2019 1/1/2020

3/1/2020 - 4/1/2020

MONITORING PHASE

8/16/2019 - 10/31/2019

PLANNING PHASE

11/1/2019 - 1/31/2020

DEVELOPMENT 

2/3/2020 - 2/28/
2020

TRAINING

11/15/2019

CONTRACT EXECUTION 

2/21/2020

TECHNOLOGY 
CONFIGURATION 

1/31/2020

CRM 
CONFIGURATION 

1/17/2020

TRAJECTORY 
CONFIGURATION

1/3/2020

RECRUITING/HIRING 

1/20/2020

TRAIN THE TRAINER

2/3/2020

NEW HIRE
 TRAINING

2/24/2020

OJT/NESTING 

3/1/2020

GO LIVE

Service Center Transition Project Timeline


