
Call-in Process

*Please note: “Tagging the Call” requires employee census data 

At 1 minute, if call is 
not answered
 

“We apologize for the 
delay, but all of our 
counselors are currently 
assis�ng other 
employees; please 
con�nue to hold for 
the next available 
counselor.”

At 3 minutes, if employee 
con�nues to hold and call is 
not answered
  

“Press 1” to leave a callback 
request.

OR “Press 2” to con�nue to hold 
for the next available counselor.

At 4 minutes and 30 seconds, 
if call is not answered
  

“Press 1” to leave a callback 
request.

OR “Press 2” to con�nue to 
hold for the next available 
counselor.

At 5 minutes  
“We are currently experiencing high call 
volumes and long wait �mes. The system 
will call you back as soon as a counselor 
becomes available. Thank you and good 
bye.”
A call back request is automa�cally 
generated when the call is disconnected. 

Benefit Counselor 
responds to 
employee’s call in 
queue (up to 3 
outbound calls)

If call is answered, 
employee will hear 
“Your call will be 
transferred to the next 
available counselor. 
Please have your SSN 
and all dependent 
informa�on ready.”

 “Press 1” if correct callback number

OR “Press 2” to enter a different 
number.

Tagging the call*
“Enter last 4 digits of SSN and employee 
year of birth.”

OR If not unique – Employee 
is asked to enter 9-digit SSN.
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Benefit enrollment is 
complete; employee 

par�cipates in survey.

Employee calls benefit  
enrollment center to 
enroll

If at any �me an employee leaves a callback request and immediately calls back, they hear:  

“The system is already holding your place in line for a callback. If you would like the system to con�nue to hold your 
place in line and call you back, please “Press 1.”

OR If you would like to con�nue to hold on the line in line, please “Press 2.” 

Pressing 2 removes the queued/ini�al callback request and the employee hears:
“You are now being placed back in line.”
Calls will be returned within 2 business days.
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Timing  on the line 
starts when the call 

has been tagged.


