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ONE YEAR LATER: Medicaid call center still
fails Florida’s Spanish-speaking families

From March 2023 to October 2024, 1.3 million
Floridians lost their health coverage, with 64% of
terminations happening due to “procedural reasons.”

Florida’s Medicaid call center continues to struggle with long wait times and high disconnect
rates, especially for Spanish speakers. This leaves eligible families unable to access critical health
care coverage.

Last year, UnidosUS released a follow-up report on the state's Medicaid call center, highlighting
major issues with wait times and disconnect rates during the post-COVID-19 ‘unwinding’ period
after President Biden ended the public health emergency.

The report found that while wait times for Spanish speakers modestly improved, disconnection
rates for everyone worsened, with 80% of calls dropped before reaching a live agent.

From September 2024 to February 2025, the average wait was 66 minutes for English speakers
and 47 minutes for Spanish speakers.

These are not just numbers, they reflect a system that is failing the very people it's meant to serve.

Until then, too many working Floridians are left with a painful choice — risk their health coverage
or spend hours they don’t have trying to get help.

How have things changed since then?

State Medicaid call centers are essential for helping families navigate the complex enrollment
process, ensuring they receive health care coverage without delay. Many beneficiaries lack
internet access and rely on these call centers to complete their paperwork. If the call center fails,
beneficiaries can lose coverage due to procedural errors — this happened to 832,000 Floridians
during the Medicaid unwinding.

As a recap of our previous work, our first report in 2023 found long delays for Spanish speakers
compared to English ones, 120 minutes and 34 minutes, respectively. Along with a 30% disconnect
rate for Spanish speakers compared to just 10% for English ones.

Last year, our report showed wait times getting worse for English speakers and slightly better for
Spanish speakers, but everyone was being disconnected from the system at a rate of 80% of calls. This
made it nearly impossible to talk with a live agent to resolve any issues with a beneficiary’s account.

Our latest analysis conducted from September 2024 to February 2025, which focused on applicants’
experiences with the call center, saw some improvements, but serious issues still exist for Spanish
speakers. Our goal is to reduce wait times to under 30 minutes and disconnect rates to below 10%,
which is well within the call center industry standards where 80% of calls are answered in 20 seconds
and the abandonment rate should not exceed 10%. Achieving this would make the call center more
accessible, allowing working Floridians to get help during lunch breaks or after work.
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https://www.sqmgroup.com/resources/library/blog/7-essential-customer-service-metrics-and-how-you-measure-them
https://unidosus.org/publications/follow-up-long-and-discriminatory-delays-at-floridas-call-center/

We made 348 calls, split between English and Spanish, to the Florida Department of
Children and Families (DCF) call center at various times. Key findings include:

e Spanish speakers experienced nine times the disconnect rate as English callers, 45%
to 5%, respectively.

e Spanish speakers experienced an average wait times four times longer compared to
English callers, 54 minutes to 13 minutes, respectively.

e The average wait time for English speakers has been dramatically reduced to 13
minutes, which meets our goal of under 30 minutes. It represents a decrease in
average wait times by 80% since the 2024 report.

e The longest wait time someone experienced was 73 minutes in English and 143
minutes in Spanish, which was a 43% decrease in English, but a 20% increase from the
previous report.

Wait times and termination rates at Florida’s

Medicaid call center, by callers’ language
(September 2024-February 2025)

For completed calls, the time between Average 0:13 0:54
call initiation and first human response Longest wait 1:13 2:23
(in hours and minutes) Shortest wait 0:01 0:01
Percentage of calls that were disconnected 5% 45%
For disconnected calls, the time Average 0:02 0:06
between call initiation and Longest wait 0:04 2:14
disconnection (in hours and minutes) Shortest wait 0:01 0:01

Based on the following charts, while we commend the progress made for English-speaking
callers, Spanish speakers still face significantly higher disconnect rates and longer wait
times. This continues to create a major barrier for Spanish-speaking Floridians trying to
maintain their health care coverage.

Figure 1: Average wait time (in minutes)
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Source: UnidosUS analysis of 2023 American Community Survey data, accessed via IPUMS USA, University of Minnesota, www.ipums.org.
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Figure 2: Average disconnect rate (in minutes)
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Source: UnidosUS analysis of 2023 American Community Survey data, accessed via IPUMS USA, University of Minnesota, www.ipums.org.

Failed leadership: Florida’s Hispanic
community is suffering

Since our first report in August 2023, Hispanic* families have endured 16 months of a broken
call center system. Calls are either dropped or result in excessive wait times. If Florida
Governor Ron DeSantis and DCF Secretary Shevaun Harris had taken swift action when the
issues were first identified, Spanish speakers wouldn’t still be facing these barriers.

State leaders campaigned on improving the cost of living and health care. Fixing the call
center problems for Spanish speakers should be straightforward, especially since
improvements have already been made for English speakers. A well-functioning call center
benefits everyone by reducing bureaucratic delays and helping beneficiaries get the care they
need, which in turn lowers health care costs.

This issue disproportionately harms the state’s Hispanic families. 3 in 5 Latinos covered by
Medicaid speak English only or speak it very well. Nevertheless, 480,000 Florida Latinos
enrolled in Medicaid have limited English proficiency, and 320,000 of them are U.S. citizens.
They make up 80% of the state’s 600,000 Medicaid beneficiaries who do not speak English
well or at all'. Elected officials who claim to care for their Hispanic constituents need to show
their support in deed, not just in word, by ending the current discriminatory operation of the
state’s Medicaid call center.

Call centers are vital for Medicaid applicants

For many Florida residents, call centers are the only way to complete Medicaid applications,
especially since few DCF offices remain open during business hours. Blue-collar workers, who
often don’t have the time to visit these offices, rely on call centers for assistance. A
customer-friendly call center would allow applicants to get the help they need during breaks
at work, saving them time and making health care more accessible.

* The terms “Hispanic” and “Latino” are used interchangeably by the U.S. Census Bureau and throughout this document to refer to persons of Mexican, Puerto Rican, Cuban, Central and South

American, Dominican, Spanish, and other Hispanic descent; they may be of any race.



Unfortunately, Spanish-speaking Floridians still struggle to get the support they need from
the call center.

Hispanic voters expect change

In our recent polls of potential Hispanic voters, health care was consistently the top priority.
Voters cited the high costs of premiums, co-pays and prescription drugs as major concerns.
Once eligible people qualify for and participate in Medicaid, those problems end. Florida’s
health care crisis underscores the need for a well-managed call center, where wait times are
kept under 30 minutes, and beneficiaries are not at risk of losing their coverage due to
procedural issues.

Conclusion: Time for action

The well-being of Florida’s children and families should be at the heart of the state’s
priorities. While the English-language call center has improved, the same cannot be said for
the Spanish-language service. Florida is failing to meet basic customer service standards,
which is a violation of federal law.

Given that 832,000 Floridians have been wrongly disenrolled from Medicaid, and that
Latinos are being treated very differently than non-Hispanic whites and others whose
primary language is English, UnidosUS will file a civil rights complaint with the U.S.
Department of Health and Human Services’ Office of Minority Health. We urge federal
regulators to work with state officials to address these disparities and ensure that the
Spanish-language call center meets applicable standards.
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Methodological Appendix

From August 17, 2024 through February 28, 2024, two UnidosUS staff members called the
Florida Department of Children and Families Information Line, 850-300-4323, at specific
times and days. Staff members made 173 “secret shopper” calls in English and 175 in Spanish.
Calls were arranged so that one call began in each language at 9 a.m., at 11a.m., at 1 p.m., and
at 3 p.m. on a Monday, a Tuesday, a Wednesday, a Thursday, and a Friday. To prevent our calls
from taking time away from beneficiaries, callers hung up as soon as a human being picked
up the line. The call center presented all callers with an automated prompt asking English
callers to press 1, Spanish callers to press 2, and Creole callers to press 3. Our English caller
pressed 1, and our Spanish caller pressed 2, routing each caller to a language-specific queue.
The call center’s message then provided information. After that, it asked callers (a) to input
their social security number or family access number or (b) to speak to a representative by
saying, “general information.” Our callers selected the latter option.

This choice led to a second set of prompts asking callers to press * (star) on their keypad if
they were calling about Medicaid redetermination and renewal. Other options were to press
1 for general program information, 2 for health care provider options, 3 for other Medicaid
questions, 4 for EBT questions, 5 for SUNCAP, 6 to report fraud, 7 to apply for benefits and
8 for legal services. Our callers pressed the star key, indicating that they were calling about
Medicaid redetermination and renewal. The prompts and our responses were identical in
English and Spanish.

A Microsoft Excel file showing the language, date, time, duration and disposition of each call
is available upon request.

About Us

UnidosUS is a nonprofit, nonpartisan organization that serves as the nation’s largest Hispanic civil
rights and advocacy organization. Since 1968, we have challenged the social, economic, and
political barriers that affect Latinos through our unique combination of expert research,
advocacy, programs, and an Affiliate Network of more than 300 community-based organizations
across the United States and Puerto Rico. We believe in an America where economic, political,
and social progress is a reality for all Latinos, and we collaborate across communities to achieve
it. For more information on UnidosUS, visit visit www.unidosus.org or follow us on Facebook,
Instagram, LinkedIn, Threads and X.
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