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OHCA Requirements for use of BPO telephony platform 
 


OHCA has toll free lines, including 1-800 numbers for both members and providers. The right to 
use the numbers as well as the sequential combination of numbers that make up the 1-800 
numbers shall remain the property of OHCA. 
 
The system allows the Contractor to specify pre-determined skill sets (e.g. online enrollment, 
provider contracting, etc.) for its call agents so that call agents do not receive calls for skills sets 
they do not have. 
 
To use this platform, the Contractor shall:  


1. Levy no charge to the caller for calls made to SoonerCare Call Center toll-free numbers 
from anywhere in the United States of America 


2. Accept voice and data transmission from OHCA and its fiscal agent, HPES, compatible 
with the 24-channel voice and 24-channel data lines currently in existence; 


3. Connect to OHCA’s Avaya Media Gateway switch housed at the fiscal agent location, 
2401 N. W. 23rd Street in Oklahoma City (the “D-mark”); 


4. Connect its agents to the switch using the appropriate software designated by OHCA. 
OHCA will provide one (1) license per agent for all appropriate software. OHCA will 
also supply the Contractor with one (1) license for Avaya CMS Supervisor to monitor 
agents and access reports on agent and unit performance. OHCA will also supply the 
Contractor with one (1) license for NICE Perform for quality monitoring purposes.; 


5. Route voice communication along with caller data returned from OHCA’s Medicaid 
Management Information System (MMIS) to agent workstations, making that data 
available for integration with MMIS applications; agents will logon to the OKMMIS to 
access the required data; OHCA will issue one MMIS logon per agent. Agents will use 
OHCA’s CTI application and other necessary software to log into assigned call units, 
navigate between appropriate work status states, transfer and conference calls. When the 
Contractor agent accepts a call, the caller information will be displayed enabling the 
agent to know which client or provider is calling and to review notes from the caller's 
previous inquiries, allowing the agent to quickly address the caller's needs; 


6. Make voice connections via a dedicated T1 line and transmit data over a separate 
dedicated T1 line between OHCA’s fiscal agent and Contractor; one voice and one data 
line is required for each 24 agents; (Example: 30 agents will require two voice T1 lines 
and two data T1 lines.) 


7. Establish T1 (any data circuit that runs at the original 1.544 Mbit/s line rate) from 
Contractor’s location to the “D-mark” and then maintain all systems from the T1 into its 
LAN and PBX (private branch exchange); 


8. Supply all hardware for agents and supervisors, including desktop computer systems 
capable of running a desktop operating platform that is compliant with OHCA standards 
and compatible with OHCA systems for the life of the contract, all appropriate 
CTI/Contact Center software and the OK MMIS program;  


9. Maintain a desktop operating platform that is compliant with OHCA standards and 
compatible with OHCA systems for the life of the contract; 


10. Maintain a local file server and Local Area Network (LAN) capable of pushing software 
applications to its agents and supervisors. The Contractor PBX should have data 
reporting capabilities;  







11. Supply telephonic equipment including VoIP phone sets and headsets for agents with 
connectivity to and compatibility with the Avaya phone system and Meridian phone 
equipment at OHCA. 








Call Unit Location Tier Avg Vol/Mo* In Scope
Pharmacy Helpdesk COP I 13,476 No


EDI Helpdesk HP I 1,031 No
Insure Oklahoma HP I 11,706 Yes
Internet Helpdesk HP I 1,862 No
OE Internet Helpdesk HP I 7,519 No
OE Internet Helpdesk Spanish HP I 339 No
OHCA (Claims) Call Center HP I 32,015 Yes
OHCA (Claims) Call Center Spanish HP I 405 Yes


OE Helpdesk LifeCare I 8,504 Yes
OE Helpdesk Spanish LifeCare I 221 Yes
SC Beh Health LifeCare I 472 Yes
SC Helpline LifeCare I 61,285 Yes
SC Helpline Spanish LifeCare I 3,835 Yes


Adjustments OHCA I 281 No
Insure OK Employer OHCA I 2,649 No
Member Services OHCA II 7,000 No
Member Services Spanish OHCA II 334 No
OE Apps OHCA II 14,595 Yes
OE Apps Spanish OHCA II 871 Yes
OHCA DHS OHCA I 134 No
Provider Enrollment OHCA II 1,350 No
Provider Services OHCA II 2,863 No
Third Party Liability OHCA I 3,772 No


*May 2011 through April 2012


ALL CALL UNITS







Current Software Users
Avaya IP Agent R7.0* All Agents
Avaya CMS Supervisor R16.0 Supervisors
NICE Perform R3.0 Supervisors
HP CTI Lite All Agents
OKMMIS Call Tracking All Agents
*Migrate to Avaya One-X in 2012







Month Starting
Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed Month Starting


Calls 
Answer


Avg ACD 
Time


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed


5/1/2011 33281 3:13 1294 :53 :27 5/1/2011 504 4:25 95 2:44 2:21
6/1/2011 34512 3:13 1683 1:02 :33 6/1/2011 442 4:50 112 2:10 2:59
7/1/2011 30541 3:12 1865 1:17 :44 7/1/2011 409 5:24 85 3:21 4:02
8/1/2011 36892 3:15 1197 :50 :24 8/1/2011 494 5:03 77 1:46 2:51
9/1/2011 34785 3:06 891 :43 :17 9/1/2011 455 4:26 80 1:54 2:28


10/1/2011 36225 3:04 1597 :58 :31 10/1/2011 442 4:41 84 2:31 2:36
11/1/2011 30276 3:08 2655 1:27 1:10 11/1/2011 347 4:47 91 3:17 4:18
12/1/2011 27937 3:07 2906 1:33 1:11 12/1/2011 375 5:08 77 2:30 3:16
1/1/2012 27759 3:17 9773 2:57 4:53 1/1/2012 327 4:54 162 3:02 6:46
2/1/2012 28049 3:31 9731 3:10 5:08 2/1/2012 275 5:03 130 3:35 7:10
3/1/2012 31877 3:22 2596 1:51 1:07 3/1/2012 355 5:07 99 4:35 3:49
4/1/2012 32050 3:18 1093 1:19 :29 4/1/2012 440 5:50 95 2:39 3:02


12 Month Avg 32015 3:13 3107 1:49 1:24 12 Month Avg 405 4:58 99 2:50 3:48


Month Starting
Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed Month Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed


5/1/2011 7380 2:07 929 2:39 1:37 5/1/2011 152 2:56 3 :16 1:30
6/1/2011 8636 2:03 878 1:59 1:17 6/1/2011 119 3:01 4 2:50 1:05
7/1/2011 8178 1:59 700 2:01 1:02 7/1/2011 154 2:39 4 :36 1:18
8/1/2011 9554 1:57 1019 1:37 1:17 8/1/2011 202 3:04 4 2:05 1:25
9/1/2011 7883 2:08 401 1:07 :41 9/1/2011 206 3:09 3 :55 :59


10/1/2011 9261 2:04 664 1:44 1:01 10/1/2011 222 3:00 4 1:49 1:21
11/1/2011 7744 1:58 397 1:27 :45 11/1/2011 223 2:56 4 2:06 2:06
12/1/2011 7085 2:01 420 1:24 :51 12/1/2011 215 3:04 6 1:19 1:03
1/1/2012 8432 2:05 1594 2:05 2:27 1/1/2012 260 3:22 12 2:57 2:50
2/1/2012 7598 1:49 707 1:49 1:18 2/1/2012 275 3:02 7 3:20 1:51
3/1/2012 9543 1:47 566 1:25 :46 3/1/2012 340 2:55 7 1:34 1:18
4/1/2012 10756 2:04 938 1:37 1:00 4/1/2012 287 2:51 16 1:10 1:04


12 Month Avg 8504 2:00 768 1:44 1:22 12 Month Avg 221 2:59 6 2:07 1:31


Online Enrollment Helpdesk, M-F 8am-5pm Online Enrollment Helpdesk Spanish, M-F 8am-5pm


CALL UNIT METRICS


Claims Call Center M-F 7:30am-5:30pm Claims Call Center Spanish, M-F 7:30am-5:30pm
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Avg Call 
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5/1/2011 59100 2:33 8519 2:15 1:27 5/1/2011 3620 2:44 270 3:39 1:53
6/1/2011 61177 2:31 7810 1:39 1:17 6/1/2011 4060 2:45 275 2:13 1:39
7/1/2011 59219 2:28 6153 1:42 1:02 7/1/2011 3705 2:38 180 2:09 1:26
8/1/2011 70716 2:31 9420 1:31 1:19 8/1/2011 4469 2:50 294 1:53 1:49
9/1/2011 62678 2:44 4033 1:01 :40 9/1/2011 3781 3:04 133 1:12 1:05


10/1/2011 63673 2:42 5839 1:33 :59 10/1/2011 3942 3:06 189 1:50 1:24
11/1/2011 55095 2:33 3437 1:14 :41 11/1/2011 3408 2:55 115 1:25 1:04
12/1/2011 51888 2:37 4359 1:11 :48 12/1/2011 3059 3:06 132 1:18 1:16
1/1/2012 64510 2:47 16641 1:55 2:33 1/1/2012 3875 3:11 433 2:53 3:04
2/1/2012 57726 2:49 6891 1:37 1:15 2/1/2012 3710 3:08 243 2:21 3:27
3/1/2012 64493 2:32 4330 1:20 :45 3/1/2012 4464 2:50 212 1:49 1:12
4/1/2012 65145 2:37 5528 1:22 :54 4/1/2012 3926 3:02 181 1:27 1:13


12 Month Avg 61285 2:37 6913 1:31 1:28 12 Month Avg 3835 2:56 221 2:00 1:42


Month Starting
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Avg Call 
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Avg Aban 
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Avg Call 
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Avg Aban 
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Speed


5/1/2011 1005 7:17 17 3:48 :48 5/1/2011 15400 6:18 457 7:33 :55
6/1/2011 1085 7:19 26 4:17 :45 6/1/2011 16685 6:05 127 1:04 :19
7/1/2011 956 7:06 19 5:06 :45 7/1/2011 15193 5:53 124 1:28 :19
8/1/2011 1061 6:29 8 4:35 :30 8/1/2011 17792 5:49 113 :48 :14
9/1/2011 953 6:39 10 3:07 :32 9/1/2011 14346 5:43 80 1:02 :12


10/1/2011 966 5:57 9 3:39 :38 10/1/2011 15081 5:44 116 1:26 :17
11/1/2011 752 5:57 9 2:56 :36 11/1/2011 13451 5:50 82 1:13 :14
12/1/2011 702 6:00 6 4:00 :24 12/1/2011 11845 5:48 37 :18 :09
1/1/2012 865 6:15 17 2:54 :42 1/1/2012 14536 5:55 35 :13 :09
2/1/2012 753 5:48 24 5:53 1:16 2/1/2012 12590 5:59 65 3:42 :11
3/1/2012 723 6:34 37 4:52 1:24 3/1/2012 14094 5:52 110 1:02 :16
4/1/2012 633 6:06 58 11:20 2:34 4/1/2012 14122 5:46 104 :52 :16


12 Month Avg 871 6:27 20 4:42 :54 12 Month Avg 14595 5:53 121 1:43 :17


Online Enrollment Applications, M-F 8am to 5pmOnline Enrollment Applications Spanish, M-F 8am to 5pm


SoonerCare Help Line, M-F 8am-5pm SoonerCare Help Line Spanish, M-F 8am-5pm







Month Starting
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Avg Call 
Length


Calls 
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Avg Aban 
Time


Answer 
Speed


5/1/2011 13259 3:18 68 :39 :05
6/1/2011 12437 3:29 47 :31 :04
7/1/2011 11409 3:17 54 :22 :05
8/1/2011 12539 3:05 64 :25 :05
9/1/2011 11319 3:01 38 :10 :04


10/1/2011 11709 2:56 54 :56 :05
11/1/2011 10346 3:13 27 :29 :04
12/1/2011 9533 3:06 47 :25 :04
1/1/2012 12787 3:12 85 :29 :05
2/1/2012 10901 3:05 56 :57 :57
3/1/2012 12376 2:52 101 :36 :06
4/1/2012 11852 3:07 208 :39 :10


12 Month Avg 11706 3:08 71 :33 :09


Month Starting
Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Avg Aban 
Time


Answer 
Speed


5/1/2011 487 2:50 79 1:24 1:16
6/1/2011 420 3:00 64 1:46 1:08
7/1/2011 372 2:46 70 2:35 1:09
8/1/2011 540 2:43 65 1:10 :55
9/1/2011 571 2:50 47 1:00 :35


10/1/2011 485 2:46 49 1:35 1:35
11/1/2011 468 2:36 54 1:15 :37
12/1/2011 351 2:31 42 1:20 :47
1/1/2012 461 2:51 119 0 2:23
2/1/2012 424 2:53 84 1:50 1:50
3/1/2012 468 2:33 75 1:11 :43
4/1/2012 618 2:52 72 1:17 :41


12 Month Avg 472 2:45 68 1:32 1:23


Insure Oklahoma Call Center M-F 8am-5pm


SoonerCare Behavioral Health, M-F 8am-5pm







Peak Hours with Volume
HP Call Units Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr
Claims Call Center 251 10:30-11:30am 330 9:30-10:30am 219 10:30-11:30am 210 10:30-11:30am
Claims Call Center (Spanish) 7 3:30-4:30pm 9 4:30-5:30pm 6 4:30-5:30pm 3 10:30-11:30am
Insure Oklahoma Call Center 70 11am-12pm 84 2-3pm 89 11am-12pm 83 2-3pm
Life Care Units Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr
Online Enrollment Helpdesk 77 1-2pm 66 11am-12pm 90 10-11am 67 1-2pm
Online Enrollment Helpdesk (Spanish) 4 1-2pm 3 1-2pm 3 12-1pm 3 1-2pm
SoonerCare Behavioral Health 8 11am-12pm 7 2-3pm 7 11am-12pm 5 4-5pm
SoonerCare Help Line 508 10-11am 453 2-3pm 483 1-2pm 363 10-11am
SoonerCare Helpline (Spanish) 49 4-5pm 32 11am-12pm 38 2-3pm 29 10-11am
OHCA Call Units Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr
Online Enrollment Applications 103 11am-12pm 103 3-4pm 104 3-4pm 79 2-3pm
Online Enrollment Applications (Spanish) 13 1-2pm 8 11am-12pm 6 9-10am 4 4-5pm


April 9, 2012 April 17, 2012 April 25, 2012 May 3, 2012


PEAK HOURS
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