


[bookmark: _GoBack]APPENDIX J - Call Center Activity and Hours
LOT 1 – BCEL Support
	Hours of Operation

	Normal Core Business Hours:
	Monday – Friday
	7:30 AM – 4:00 PM Eastern Time (ET)

	*Pre-Election Core Business Hours:
	Monday – Friday
	7:30 AM – 8:00 PM ET

	
	Saturday
	9:00 AM – 5:00 PM ET

	**Election Day Core Business Hours:
	Tuesday into Wednesday
	6:30 AM – 2:00 AM ET


All extended pre-election and election day hours are completed on the day after the election.
*Pre-Election support begins 5 weeks prior to election day with extended hours Monday-Friday. Saturday hours begin 4 weeks prior to election day. 
**Election Day support commences on election day and completes on the following morning at 2:00 AM ET.
	Average Daily Activity
	Normal Business Cycles

	Call Volumes
	1,300 monthly avg. 

	Email Volumes
	50-150 daily avg.



Call volumes are greatest during the hours of 8:30 AM- 11:30 AM and 2:00 PM – 3:00 PM ET, Monday through Friday, including during the election cycles. 

	Average 
Election
Volumes 
	2015 
Cycle Avg.  (April – June )
	2015 
Cycle Avg.  (Oct – Dec)

	2016 Cycle Avg.  (Mar – May)
	2016 Cycle Avg.  (Oct – Dec)

	2018 Cycle Avg.  (April – June)
	2018 Cycle Avg.  (Oct – Dec)


	Call Volumes
	1,200 monthly avg.
	1,500 monthly avg.
	2,200 monthly avg.
	2,500 monthly avg.
	1,050 monthly avg.
	2,350 monthly avg.

	Email Volumes 
	100 daily avg.
	150 daily avg.
	300 daily avg.
	350 daily avg.
	200 daily avg. 
	250 daily avg.



LOT 2 – BPOA Support
	Hours of Operation

	Normal Core Business Hours:
	Monday – Friday
	7:00 AM – 7:00 PM Eastern Time (ET)



	Average Daily Activity
	Normal Business Cycles
	Renewal Cycles (Oct-Jan)

	Call Volumes
	140-170
	230

	Email Volumes
	150-200
	250


Call volumes are greatest during the hours of 11:00 AM and 2:00 PM ET. 
BCCO applications are supported by BCCO staff. 
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    APPENDIX  J   -   Call Center Activity and Hours   LOT  1   –   BCEL Support  

Hours of Operation  

Normal Core Business Hours:  Monday  –   Friday  7:30 AM  –   4:00 PM Eastern Time (ET)  

*Pre - Election Core  Business Hours:  Monday  –   Friday  7:30 AM  –   8:00 PM ET  

 Saturday  9:00 AM  –   5:00 PM ET  

**Election Day Core Business Hours:  Tuesday into  Wednesday  6:30 AM  –   2:00 AM ET  

All extended pre - election and election day hours are completed on the day after the elect ion.   *Pre - Election support begins 5 weeks prior to election day with extended hours Monday - Friday.  Saturday hours begin 4 weeks prior to election day.    **Election Day support commences on election day and completes on the following morning at 2:00 AM  ET.  

A verage  Daily  Activity  Normal  Business   Cycles  

Call Volumes  1,300 monthly  avg.   

Email Volumes  50 - 150 daily  avg.  

  Call volumes are greatest during the hours of 8:30 AM -   11:30 AM and 2:00 PM  –   3:00 PM ET, Monday  through Friday, including during the election cycles.     

Av erage     Election   Volumes   2015    Cycle Avg.   (April  –   June )  2015    Cycle Avg.   (Oct  –   Dec )    2016 Cycle  Avg.  ( Mar  –   May )  2016 Cycle  Avg.  (Oct  –   Dec)    2018 Cycle  Avg.  (April  –   June)  201 8   Cycle  Avg.  ( Oct  –   Dec)    

Call  Volumes  1,2 0 0   monthly  avg.  1,500  monthly  avg.  2, 2 00  monthly  avg.  2,500  monthly  avg.  1, 050   monthly  avg.  2,350  monthly  avg.  

Email  Volumes   100 daily  avg.  1 50 daily  avg.  300 daily  avg.  350 daily  avg.  200 daily  avg.   250 daily  avg.  

  LOT 2   –   BPOA   Support  

Hours of Operation  

Normal Core Business Hours:  Monday  –   Friday  7: 0 0 AM  –   7 :00 PM Eastern Time (ET)  

 

Average  Daily  Activity  Normal Business  Cycles  Renewal Cycles ( Oct - Jan )  

Call Volumes  140 - 170  230  

