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Objectives

▪ Call center

▪ Challenges

▪ Solutions

▪ Using social media

▪ Eventbrite

▪ Facebook
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▪ Georgia Dep’t of Human Service, Division of 
Aging Services (DAS) administers SHIP and 
MIPPA

▪ Contract with 4 Area Agencies on Aging (AAAs) 
and 3 nonprofit organizations
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▪ Challenges

▪ Quality of service

▪ Hours of operation

▪ Staff turnover

▪ Solution

▪ Centralize the calls

▪ Establish call center

▪ Training

▪ Webinars
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▪ Platform28

▪ Cloud contact center

▪ Hired and trained staff

▪ Platform28 training 

▪ Equipment

▪ Laptop

▪ Wireless and wired headsets

▪ Call center script

▪ Medicare educational materials
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Post Call Survey
▪ Question One

How well did our representative address the reason for 

your call? Please press a number from 1 to 5, with 1 

being poor, and 5 being excellent.

▪ Question Two

Was our representative professional? Please press a 

number from 1 to 5, with 1 being poor, and 5 being 

excellent.
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Division of Aging Services
▪ 1-866-552-4464 (Option 4)
▪ Monday - Friday
▪ 8am – 5pm 
▪ Reports

▪ Agent Productivity
▪ Agent Performance
▪ Queue Volume
▪ More reports
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Contact Information

Christine Williams, GeorgiaCares Team Lead

Christine.Williams@dhs.ga.gov

Georgia Division of Aging Services

1-866-552-4464 (Option 4)

mailto:Christine.Williams@dhs.ga.gov

