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Tab 2
Summary of Operational Metrics
This section summarizes analyses of key functional areas. If a quantifiable output is identifiable, per member per month (PMPM) costs are

segmented into factors of primary demand, productivity, unit cost, cost per FTE and staffing ratios. In all cases of these functional areas, PMPM
costs are segmented into staffing ratios and costs per FTE, which are divided into labor and non-labor components.
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Tab 3
Sales and Marketing
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Metric Page Definition Calculation
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Sales and Marketing

Metric Page Definition Calculation
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Sales and Marketing

Metric Page Definition Calculation

Importance and Characteristics
All Distribution Systems
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Sales and Marketing

Metric

Importance and Characteristics
Broker Distribution System (continued)
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Sales and Marketing

Metric Page Definition Calculation
Compensation
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Sales and Marketing

Metric Page Definition Calculation

Sales and Marketing Cost Summary
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Tab 4
Provider Network Management and Services
Provider Network Management & Services responds to inquiries from providers, contracts with providers for care delivered to members, is the liaison for provider appeals (whose

coordinating responsibility resets with customer services), credentials providers for eligibility for contracts, issues report cards to provider and audits and validates provider
activity.
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Metric Page Definition Calculation
Provider Relations Service Metrics:

This sub-function responds to inquiries from providers.

Provider Relations Services Cost Summary
Per Member
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Larger Plans Tab 4. Provider Network Management and Services

Provider Network Management and Services

Metric Page Definition Calculation

Provider Relations Services Cost Summary (continued)
Staffing vs. Non-Labor
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Tab 4. Provider Network Management and Services

Provider Network Management and Services

Metric

Inquiries (continued)
Product Mix of Inquiries
Manual
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Larger Plans Tab 4. Provider Network Management and Services

Provider Network Management and Services

Provider Contracting Metrics:

This sub-function recruits and credentials providers such as physicians and hospitals.

Metric Page Definition Calculation
Provider Contracting Summary
Providers per 1,000 IMEMDEIS...........uuiiee ettt ee e e e et e e e e et eaeeeaeeeeesesseeeeeaaasseeeeaassseaeeaasseaeeesssseeesessseeeeansseeeeaansseeeeannsneeas 111
Members per CONraCting FTE. ... ... i ittt ettt ettt e ettt e sa bt e e bt e e eaee e e abe e e sabe e aabeeambee e asbeeanseeambeeebeeesnbeeannneeanne 111
Providers per Contracting FTE..................... 111
Provider Contracting Cost per Provider 111
Provider Contracting Cost per Contacting FTE..........c.oi ittt e et et e et e e be e e s bt e e aae e e eabeeeabeeesnbeeaanneeanee 111
Contracting FTE per 10,000 MEMDETS...........uii ittt ettt ettt e bt e e st e e s st e e sab e e eabeeeabeeeasbeeaabeeeambeeabeeesnseannneann 111
Provider Contracting CoOStS PIMPIM......... ..o ittt ettt ettt ettt ettt e s b et e ket e ettt e eabeeaabeeabe e e ameeeeabeeeambeeebeeesabeaennaann 111
Staffing vs. Non-Labor
Provider Contracting Total Staffing Cost per Total FTE.......coii ettt e e saeeeenee 111
Provider Contracting Total Non-Staffing Costs per Total FTE 111
Provider Contracting Total Costs per Total FTE...........cccccceeee. 111
Provider Contracting Total FTES per 10,000 MEMDEIS. .........oi ittt sttt e st e st e e be e sbe e e ssee e saaeeeanseesnbeeennnens 111
Provider Contracting Cost per Member Per IMONTN...........ooii ettt e et e e b e e e be e e sareeeaneeaan 111
Percent of Provider Contracting Costs that are Staffing...........ccoo e 111
Percent of Provider Contracting Costs that are NoN-Staffing..........ccooiiiiiiii e e 111
Percent of Provider Contracting Costs that are OUISOUICEd...........c.oiiiuiiiiiiiiiie e e 111
Percent of Provider Contracting Staffing that is OUISOUICEd...........c.eiiiiiiiii e e 111
Providers per 1,000 Members
PrMAry Care PRYSICIANS. ... ..cooiiiiiiiiiiie ettt ettt e bt ek et e e bt e e ea bt e e bt e e am b e a2 bee e be e e eabe e e ameeeeabeeeambeeemneeeambeeebeeennneeanne 12
Professional Specialists 112
L= Tt 112 OSSPSR 12
F N Tl RSP PR PR 12
LI ] = | SRS UOU SRR SUPPPRRONY 112
Percent of Total Providers
Primary Care Physicians... 12
Professional Specialists..... 112
Facility.....ccoovoieeieee 12
Ancillary... 12
LI ] = | SRS UOU SRR SUPPPRRONY 112
Provider Crendentialing Time
Initial Credentialing
Application Received to Start of Credentialing 113
Start of Credentialing to Active Provider 113
TOtal Credentialing TIMIE. .. .o ettt ettt e ettt e e bt e e bt e e ea et e e eaeeeaabe e e s e e e aate e e eae e e aabeeembe e e ahbeeaabeeeambeeembeeesnbeesnnneeanneean 113
Recredentialing
Application Received to Start of Recredentialing 113
Start of Recredentialing to Active Provider...... 113
L] t= 1 CT =0 Lo o (=T T T R T - P 113
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Larger Plans

Tab 4. Provider Network Management and Services

Provider Network Management and Services

Provider Audit / Billing Validation Metrics:

This sub-function recruits and credentials providers such as physicians and hospitals.

Metric Page Definition Calculation

Provider Audit / Billing Validation Metrics
PA/BV Costs as Percent of Health Benefit Costs 114
Health Benefit Costs per PA/BY FTE (IMIllIONS).....c..uii ittt ettt ettt e e st e et e be e e st e e e bt e e enbeeebeeesnteeeneeean 114
PA/BV Costs per PA/BV FTE.........ccccoovveeiiiieeeeeee 114
PA/BV FTEs per 10,000 Members.. 114
PA/BY COSES PIMPIV..... ..ottt ettt ettt ettt ettt ettt e ekt e e ettt e aa bt e e b et e ekt e e e ae e e Sa b e e embeeea b e e e ea b e e e aabeeambeeebeeennneeaanbeeanbeeeannens 114

Staffing vs. Non-Labor

PA/BV Total Staffing Cost Per TOLAl FTE..... ... ittt ettt sttt e et et e st b e e e bee e te e e sabe e e abeeesnbeeeabeeeenbeeeanneeenneas 114
PA/BV Total Non-Staffing Costs per TOtal FTE..........co ittt ettt sttt st e et ee bt e e s ab e e e bt e e sabeeebeeesaseeaanreaan 114
PA/BYV Total COStS PEF TOtAl FTE.........oiiiiiiiiiii ittt e e ettt e e e e ettt e e e e e aaa e e e e e ssaeee e ssseeeeaassaeeeeaansseaeeaassseaasenssseeesannnes 114
PA/BV Total FTEs per 10,000 Members 114
PA/BY Cost per MemMbDEr PEIF IMIONTN.........oiiiiiiie ettt e e e e et e e e e et e e e e e esseeeeeeassaeeeeasssaeeeeanssaeeseastaneeeanssnneeeanns 114
Percent of Provider Audit and Billing Validation that are Staffing...........ccceirii e 114
Percent of Provider Audit and Billing Validation that are Non-Labor..............ooiiii e 114
Percent of Provider Audit and Billing Validation Costs that are OULSOUICEd............ccoiiiiiiiiiiiiii e 114
Percent of Provider Audit and Billing Validation Staffing that is OQUtSOUICed.............ccoiiiiiiiiii e 114
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Tab 5
Enrollment / Membership / Billing

Enroliment / Membership / Billing processes group and membership transactions, processes invoices and maintains population demographics.

Metric Page Definition Calculation

Enrollment Cost Summary
Manual Transactions

Manual Member Transactions PEr MEMDET....... ... .. ettt e e e e e e e e e e ettt e e e e e e e e e e e e e e nnnssneeeeaaaaens 119
LY LT oL S o =Y o I PSPPI 119
Manual Member TransactioNs PEr FTE PEI YEaI.... ... . it e ettt et e e e e e e e e e e eet ettt eaaaaaaaaaaaaannnnnnneees 119
Enrolliment Cost per Manual Member Transaction 119
CoStS PEr FTE..... .ottt 119
FTES PEr 10,000 MEMDEIS.........uuiiieiiiiiiee e eiieee e e ettt e et e e e ettt e e e etteeeeeesseeeeeaasseeeeaaasseeee e ssssaeessseeeseassseeeeaassseeeeaansseaesanssseeesanses 119
(0101 S oL AV =Y a0 o 1=l o 1= Tal 1Y (o o { o PSSP 119
Total Transactions
Total TransSaCtioNS PEI IMEIMDET ... o ettt et e e e oo oo oo hbbe ittt eeeeaaa e e e e e s e et eeeeeeaeaaaeeaaaa e annsssbbseeeaaaaaaaaaaaannn 119
LY LT oL S o =Y o I PSPPI 119
Total Transactions per FTE per Year............. 119
Enrolliment Cost per Total Transaction 119
(07015 3 o 1= il i I PSSR 119
FTES PEr 10,000 MEMDEIS..........uiiiiiiiiiiie ettt e eette e e e et e e e ettt e e e e etaeeeeeetseeeeaassseeeeaaasseeeeasssaaeessseeeeeassseeeeaassseeeeaansseaesanssseeesannns 119
(0101 S oL AV =Y a0 o 1= ol o T=Tal 1Y (o o { o PRSPPSO 119
Staffing vs. Non-Labor
Enroliment Total Staffing Cost per Total FTE.......oo ettt b e bt e et e e bt e e eab e e e neeesateeenneaan 119
Enroliment Total Non-Staffing Costs per Total FTE 119
Enroliment Total Costs per Total FTE............ccoooeeiiiiieeeciee e, 119
Enrollment Total FTEs per 10,000 Members 119
Enroliment Cost per Member PEIF IMIONTN..........oooi et e e et e e e e e e e e etbe e e e s sbseeeesansseeeeeansseaaeesssseeasannnes 119
Percent of Enrollment Costs that are Staffing...........c.oi it 119
Percent of Enrollment Costs that are NON-Staffing.............ii i snae e 119
Percent of Enrollment Costs that are OULSOUICET. .............eiiiiiiiiiii et e e e e s e e e s st e e e e e asaaaseenseeeeeeensnneeeanns 119
Percent of Enrollment Staffing that is OUISOUICET..........oouuii ittt e e e e e s b e e sneee e 119
Transaction Processing
Group Transactions per Member
INEW GIOUP . ... ettiie e ettt e ettt e e ettt e e e ettt e e e ste e e e e aaaeeee e asseeeeesseeeeeessseeeeeansseeeeeamssseeeaanssaeeeensseeeeaansseeee e nsseeeeaansseeeeenssseeanennneeeessnnsnn 120
RENEWAI/MAINTENANCE. ... iiiiie et et e e e ettt e e e ettt e e e ataeee e e sbeeaeeasseeaeesssseeeeeesseeeeaanssaeeeaanssaeeeeanssaeaesenssneeeennsnneeeanns 120
L] £= 1 €1 (o T o T RSO SPRRUPTPP 121
Group Transactions per Group
New Group TranSaCioNS PEI INEW GrOUD........eiiiiuiiieeeiiiieeeeiteeeeeeetieeeeaaesteeeeaaasaaeeeassaaeaesasseeaessssseeaaansseeeeaansseeeesassseeassassseeassnssnn 121
Renewal/Maintenance Transactions per RENEWAl GrOUP..........cccuiiiiiiiiiiie e e eiiee e e ettt e e s et e e e e st e e e ssaaeaaeesseeeeesnsaeeeesansseeeesansseeas 122
L] c= 1 €] (o T o TSSO 122
Note: Total Enroliment Transactions PEr GrOUP PEI YEAI.........ccccuuiiieiiiiiie e e eiieeeeeette e e e e et e e e e saaeeeessaseaassnsseeeeaassaeeeeaansseeeesansseens 123
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Larger Plans Tab 5. Enroliment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation

Transaction Processing (continued)
Composition of Total Group Transactions

LI 1= o T oSSR 123
Renewal/Maintenance 124
Total Group.......ccceeennnee. 124
Member Transactions per Member
Manual
Electronic Transactions Requiring Manual Intervention 125
All Other Manual.............oeeeeiiiiiiiiiiiccieee e 125
Total ManUal TranSACHONS. .. .. ...t e e e e e e ettt e eeeeee e e e e e e e aaasaaaeeeeeeeeessesaasassssseeeaeaaaeeesaaaaassssssnnnaaaaaaes 126
Automated
126
127
127
128
Note: Total Enroliment Transactions per MembDEr PEI YEAT........coui ittt e e e e e s s e e s ee e e e eneee e e e e nneeeeeeanns 128
Composition of Total Member Transactions
Manual
Electronic Transactions Requiring Manual Intervention 129
All Other Manual.............coeevieiiiiiiiiiieee e 129
Total Manual Transactions 130
Automated
130
131
131
132
Note: Percent of Member Transactions Submitted Electronically that Require Manual Intervention............ccccoooeveiiieeeninnenn. 132
Average Enrollment Processing Days
167 0T o SR 133
1Y =Y 0] o1 S PP PP PP U PP PPOPPPR 133
Enrollment Accuracy
L0 0T o S 134
LT 0 00T OSSR 134
ID Cards
Percent of Members that Received Card Before Effective Date.............ooooiiiiiiiiiiiiiieeee e 135
Percent of Members that Received Card Within 30 Days of Plan Receiving Paperwork.............cocccoieeiiiiiee i 135
NUumber of Cards ISSUEA PEI IMEMIDET ... ... ittt e et e e et e e e et e e e e aane e e e e s nneeeeeanteeeeeannseeeeeaannneeeeaannneeeeennneeeens 136
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Larger Plans Tab 5. Enroliment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation
Billing

Percent of BillS SENT ON TIME.......coo ittt e oottt e e e e e e e e e e e e abaaeeeeeaaaeeeaaaaaasssssssssaaaaaeeeaeaaaaasssnsnnennees 137

Total Number of Bills SENt PEF MEMDET........ooo et e e e e e e e e e et e e st e e e e e neeeeeeaanneeeeeaannneeeeennnneeens 137
Demographics

Percent of Membership in the Following Age Categories

21-29.. 1
30-34.. 138
35-39.. 138

F LY =T TSR AN TS 1Y Y o 0] o =Y ] 1 o SR 139

Group and Membership Characteristics Affecting Total Transactions
Percent Change in NUMDET Of GrOUPS.........coiiiiiiiiieiiiiie ettt e et e e e sttt e e e st e e e s s mnaeeesanse e e e e eanseeeeeeanneeeeeeannneeeeeannneeens 140

Net Membership Growth Within RetaiN@d GrOUPS...........eeiiiiiiiee ettt e e e e et e e e e st e e e s st e e e e snneeeesannneeeeenannees 140
Percent Change in Number of INdividual MEMDETS...........coooiiiii et e et e e e s e e e et e e e ennneeeeeennneees 141

Average Size of Group, INCIUAING INAIVIAUAIS. ..........ueiieieee et e e e et e e e e et e e e st e e e ennee e e e e enneeeeeeannneeeeeanns 141
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Tab 6

Customer Services

The Customer Services function responds to customer inquiries and coordinates appeals.

Metric

Customer Services Cost Summary

Manual INQUIFIES PEF IMEIMDET ... ettt e e e e oo oottt ettt e et e e e e e e e e e e e aaeseeeeeeaaaaeeeeaaa e nnsssbeeeeeaaaaaaeaaaaaannnnnnns
Members per FTE........cccco.
Manual Inquiries per FTE per Year
Customer Service Cost Per MaNUAI INQUITY.........uii ittt ettt e e bt e e sae e e aabe e e beeesabeeeaneeeanbeeeabeeesnneaenns
Costs per FTE.......ccccoocvieeeeeieee e

FTEs per 10,000 Members........

Costs per Member per Month

Staffing vs. Non-Labor
Customer Services Total Staffing Cost per TOtal FTE.........coo ittt sbe e e e s be e e sneeaeneeean
Customer Services Total Non-Staffing Costs per Total FTE
Customer Services Total Costs per Total FTE...........ccccceeecvvieeenns
Customer Services Total FTEs per 10,000 Members...
Customer Services Cost per Member per Month

Percent of Customer Services Costs that are Staffing.........cooiiiiii e
Percent of Customer Services Costs that are Non-Staffing..........cocueiiiioi e

Percent of Customer Services Costs that are OQUISOUICEM...........ooooiiiiiiieee et e e,
Percent of Customer Services Staffing that is OQULSOUICEM. .........coouiiiiiii e

Inquiries
Inquiries per Member per Year, by Mode and Product
Manual
[ =TT RO 1 PSP RPRTRUPRPRIN
Paper/Written Inquiries ........
Manual Electronic Inquiries...
TOtal MANUAI INQUITIES. ...ttt et e e e e oo oottt et ettt e eaa e e e e e e e e s nansaaaeeeeaaaeeeeeaannnssseeeeeaeaaaaeesaaaaannnssssnneaaaaaans

F T ()1 (=Te I O | TR
Total MEMDET INQUITIES ...ttt e e e e oo e e oo et ettt eeeaaae e e e e e aaaaeeeeeeaaaeeeeaaannnessebeeeaaaaaaeaaeaaannnnsnsnseeeaaaaaans

Customer Services INQUINES PEF 100 ClaIMS. .. ...ciiiiiiieiiiiee ettt e e e e e e e et e e e s eteeeeeaessseeeeaasseeaeaassseeaesassseeesensseeeeeansseneeaans

Page

Definition Calculation
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Larger Plans Tab 6. Customer Services

Customer Services

Metric Page Definition Calculation

Inquiries (continued)
Percent of Total Inquiries, by Mode and Product

Manual
IMANUAI CAlIS......cooiiieeeieeet e ettt e e e e e e e e e e e et aeeeeeeeeeeeeeeeeee e aasassssseeeeeaeeeeeaaassssssseseeeeaaaeeesaaaaansssssnanaaeeaaeeeeeeeaanns 152
Paper/Written Inquiries 152
Manual Electronic Inquiries 153
LI t= LAY =TT E= LT 04T PRSR 153
AULOMALEA CalIS......eeeiiiiieiee ettt ettt e e e e e e e e e e oot taaeeeeeeeeeeeeeeeeea s aaasseaeeaaeaeesesaaassssssaneeaeaaaeeeesaaaannssssnsnseeeaeeeeens 154
LI €= LAY =0 g o1l o 1Ty R 154
Percent of Total Calls Received that @are ManUAaL..................ooooiiiiiiii oo e e e e e et eaaae e e e e e e e e ensnnnnnnes 155
Product Mix of Inquiries
Manual
IMANUAI CAlIS......cooiiieeeieeet e ettt e e e e e e e e e e e et aeeeeeeeeeeeeeeeeee e aasassssseeeeeaeeeeeaaassssssseseeeeaaaeeesaaaaansssssnanaaeeaaeeeeeeeaanns 156
Paper/Written Inquiries ........... 156
Manual Electronic Inquiries 157
LI t= LAY =TT E= LT T 04T SRS 157
F U] (o] 4= 1 (= Te B O PO U PR S U P PRI 158
LI €= LAY =0 g o1l o 1Ty R 158
Reasons for Inquiries Per Member Per Year, by Product
Benefit Lookup 159
Eligibility.............. 159
(01 1= 11 g SRS =1 (01 TSP U TSSO O PP 160
Provider Check 160
Billing..ceveeiiieeeeieeeeee e 161
Other.....cccoovvveeeeeee.. 161
Total Inquiries 162
Reasons for Inquiries as a Percent of Total Inquiries
LT = 1 oY (U o S 163
[ o 1o 12 USRSt 163
(01 1= 11 g S =1 01 TP OO RSSO OO PP 164
164
165
165
166
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Larger Plans Tab 6. Customer Services

Customer Services

Metric Page Definition Calculation
Member Portal
Name and VENdor Of POl USEd..........ooiiiiiiiiiiiiiee ettt e e e e e e e e e e e et e e aaeeea e aasasaeeeeaaaaeeeeaaaaannsssasasseeeeeaaeeeas 167
Call Center
AVETrage SPEEA OF ANSWET (ASA)....eeeieiiiiiie e et e et e e ettt e e e et et e e s et eeeaanaeeeeeaanaeeeeeaaneeeeeeaanseeeesansseeee e nseeeeeeansaneeeannseneeeaannneeeeanns 168
ASA Service Level, at 30 Seconds.............cccc...... e ————————————— 168
Abandonment Rate..............cccccciiiiiiiiiieee —————————— 169
Percent Busy.......cccoceveeiiienennn. 169
Handle Time in Seconds..........ccccccvveeeiieeeeeeeeieeens 170
Percent Of CallsS BIOCKEA. ...........uueiiiiiiiiee ettt e e e e e e e oo ettt eeeeeeeeea e aasssaeeeeeaaaeeeaaaaaassssssssnaaaaaeeeeeeeeennnnes 170
Customer Service Inquiry Accuracy 171
Percent of Members Satisfied 171

Email Response Time
L] oo YT 0 0 L= Y I - YRS 172
2

Percent of Responses Within Two Business Days E
Timeliness of Customer Services Response

DayS t0 RESOIVE INQUITIES. ....eee ettt et e e ettt e e e e s e e e e e n st e e e e ns e eeeeeaneeee e e saeeeeeanseeeeeanneeeeeennseeeeannneeeeannnnees 173

Percent of Total Inquiries Resolved in Seven Days 173

First Call RESOIULION RALE........eeiiiiiiiii et e e e e e e e e e et a et e e e e e e e e e e e e e eaaatasaeeeeeeaaeeeeeeaaasasssssneeeeaaaaeeeeaaaannnnnnnns 174
Member Appeals

Percent of Appeals Overturned 175

Percent of APPEAIS UPNEIG........ ..ottt e e e e e e e e e e s ae e e e e neae e e e nae e e e e e nneeee e e nneeeeeeanneeeeeannnneeeeennnnees 175

Appeals per 10,000 MEIMDETS........cocu ittt et s e e e b et e et e e e sas e e et e e e b e e e ebt e e e be e e naneeenneesateeeneneenneeennne 176
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Tab 7

Claim and Encounter Capture and Adjudication

nx 1 x Il x

o 1 x 1l x
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Metric Page Definition Calculation

Claims Cost Summary
Suspended Claims

Suspended Claims per Member 181
Members per FTE 181
Suspended Claims ProCesSSEA PEI FTE PEI YE@I.......ccuuiie it e e ettt e ettt e e ettt e e e ettt e e e s eaaeeaasssssaeeassasseeeesassseeeesassseaassassseaasennses 181
Cost per Suspended Claim 181
Costs per FTE.......cccccoeviveeeeee. 181
FTEs Per 10,000 Members 181
(0701 S oL 1Y [=Tag o1l o 1V oo { o SRS 181
Total Claims
Claims ProCeSSEA PEI IMEIMDET ... ittt e et e e e et e e e et e e e e e staeee e e sseeeeaaasseeeesssaeeeesssseeesessaneeeanssaneeans 181
MEIMDEIS PEF FTE ... iiiiiiiiiieiee ettt ettt e e e ettt e e e ettt eeeeeaaaeeaeessseeeeeeasseeee e e ssaeeeeanseeaeessseaeeensseeeeeenssaeeeeassseeeeansseeeeannsneans 181
Claims ProCeSSEA P FTE PEI YEA.........oii ittt e et e e e e sttt e e e e e atteeeeaassaeeeeaaasaeeesassseeeeestaeeeeansssneeeaassseeesannsreaans 181
Cost per Claims Processed 181
Costs Per FTE......cccccccevvveeeen. 181
FTEs Per 10,000 Members 181
COStS Per MemMDEr Per IMONTN....... ..ottt e e e ettt e e e ettt e e e e s ata e e e e s aaseeeeesssseeeeeastaeeeeeassaeeeesansseeesannsreeas 181
Staffing vs. Non-Labor
Claims Processing Total Staffing Cost per Total FTE...........oo ittt et et st e e ae e e eneaenneean 181
Claims Processing Total Non-Staffing Costs per Total FTE..........oi ettt 181
Claims Processing Total Costs per TOtal FTE........ ..ottt ettt et e st e e b e e e s bt e e enbeesbeeesneeesnnaean 181
Claims Processing Total FTEs per 10,000 Members... 181
Claims Processing Cost per Member Per IMONTN...... ..o ettt e et e e et e e e sabe e e beeesneeeeneeas 181
Percent of Claims Processing Costs that are Staffing..........cooii i 181
Percent of Claims Processing Costs that are Non-Staffing 181
Percent of Claims Processing Costs that are OUESOUICEA...........ooiuiiiiiiiiiie et e e sbee e sanee e 181
Percent of Claims Processing Staffing that is OUSOUICEA...........oooiii it 181
Volume of Claims
Receipts
Paper ReCIPLS Per MEMDEI PEI YA .........ccuiiie ittt et e e e e et e e e e et e e e e e esseeeeeeasseeaeeansseeeesasssaeeeeansseeesennsnneeeanns 182
Paper Receipts as @ Percent of Total RECEIPLS. .......cciicuiiiiiiiiii ettt e e e e e e e e e s nb e e e esnreeaeeensreeaeennnns 182
Electronic RecCeipts Per MEMDEr PEIr YEAI........c..uuiiiiiceiie ettt e e e e e e e e et e e e s stae e e e e e asseeeeesnsseeasenssaeeesenres 183
Electronic Receipts as a Percent of Total RECEIPES. .....coiiiiuiiiii ittt e e et e e e e e st e e e e eeanaeeas 183
Total ReCEIPIS Per MEMDET PO YA ..ottt e e e e et e e e e e e e e enee e e e e anneeeeeaannseeeeeanneeeeeeannneeeennnees 184
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Larger Plans Tab 7. Claim and Encounter Capture and Adjudication

Claim and Encounter Capture and Adjudication (continued)

Metric Page Definition Calculation

Volume of Claims (continued)
Receipts Rejected as Incomplete

Paper Rejected Receipts Per MemMDEr Per YA ... ... ettt et e e e e e e et e e e e eeeennnneeeennneee 185
Paper Rejected Receipts as a Percent of Total Paper RECEIPES. .........uiiiiiiiiee e e, 185
Electronic Rejected Receipts Per MembDEr Per YT . ........ ettt e e e e e e e e e e e e nnneeees 186
Electronic Rejected Receipts as a Percent of Total Electronic ReCEIPS..........coeiiiiiiiiiiiiiee e 186
Total Receipts Rejected Per MembDEr Per YEaI ... ... .ottt e e e st e e et e e e e e e e e e eeeeennneeees 187
Total Rejected Receipts as a Percent of Total RECEIPES. .....ciiiiiiiiiiiiie e e e e e e e e 187
Processed Claims
Paper Claims Processed Per MEMDEr PEI YEAT........ccooi it e et e e ettt e e e sttt e e e neae e e e snne e e e e ennaeeeeeeanseeeeeennnneeeeanns 188
Paper Claims Processed as a Percent of Total ClaimsS............oiiiiiiiiriiieee et e e e e e e e e e e e nnnaeeeeeneee 188
Paper Claims Processed as a Percent of Paper RECEIPES. ......ccoiuiiiiiiiii et e s e e e s 189
Electronic Claims Processed Per MembDEr PEI YEAT............uuuiiiiiiiiiiie ettt e e e e e e e e s et aaaaaaaeeeeeeeennns 189
Electronic Claims Processed as a Percent of Total ClaimsS...........c..uuuiiiiiiiiiiii e e e e 190
Electronic Claims Processed as a Percent of EIeCtroniC RECEIPIS. ......coiveiiiiiiiiie e 190
Total Claims Processed Per MEMDEI PO Y AT ..........iii ittt e e e e e e e e e et e e e e e e e e e e s s st saaaeeaaaaaeeeeeaaeannnns 191
Total Claims Processed as a Percent of Total Receipts 191
(070153 o T= Tl {0 Yo7 STS TS =Y I = o o SO 192
Autoadjudicated Claims
Paper Claims Autoadjudicated Per Member Per Y. ..........o oottt e e e e e e e e e e e e nnneee s 193
Paper Auto-Adjudication Rate...........cc.eveiiiiiiiiiiiieeece e 193
Paper Claims Autoadjudicated as Percent of Total Claims Autoadjudicated 194
Electronic Claims Autoadjudicated Per Member Per YEar..........cov ittt e et e s e e s e e e e eneee e e e e nnneeeeeanns 194
Electronic Autoadjudication Rate 195
Electronic Claims Autoadjudicated as Percent of Total Claims Autoadjudicated 195
Total Claims Autoadjudicated Per MembDer Per YT ........ ..ottt e e e e e e e e e e e e e ennnneeas 196
Total Claims AUtO-AQJUAICAtION RATE..........ooiiiiiii et e e e et e e e e s e e e e et e e e e e enteeeeeennseeeeeaannneeeeaannneeas 196
Suspended Claims (Claims Requiring Manual Intervention)
Paper Claims Suspended Per MembDer Per YEar........ ...ttt e e e e et e e e e e e e ennnneeeennneee 197
[>T oL AT U] 0= o g T = - 197
Electronic Claims Suspended Per Member Per Year 198
EIeCtroniC SUSPENSION RATE..........oiiiiiiiie ettt e e et e e e e ettt e e e s n et e e e aneee e e anne e e e e e annseeeeeannseeeeeannneeeeeannneeeennnnes 198
Total Claims Suspended Per Member Per Year 199
Total Suspension Rate...........cccooveeeieviiei e 199
(70153 o T=T g U o= g Vo [T @ = 1 o TSSO 200
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Larger Plans Tab 7. Claim and Encounter Capture and Adjudication

Claim and Encounter Capture and Adjudication (continued)

Metric Page Definition Calculation
Volume of Claims (continued)

Adjusted Claims

Total Claims Adjusted Per MembDEr PeI YEaT..........ooi ittt et e e e et e e e et e e e e e et eeeanseeeeeaannseeeeeannneeeeannneeeeeennees 201
QLI t= LI e T L] 1 =T a1 (USSR 201
Denials
Denied Claims Per MEMDEI PEF YEA........ueeiiiiiii ittt e e e e e e e e e e b e et e e eeaaeeeaaaassassaasaaaaaaeeeaaaeannssssnnnnnes 202
DENIEA ClAIMS RATE......ceeiiiiiiiii et e e e e e oo oo e e e e et eeeeeeeeeeeaaaaa s e aeeaaaaeeseaaaassssssaeeeaaaaeeeeeaaaanssssssaenereeeeeeas 202
Paid Claims Per MEMDET PEI YT ..........ccc ettt e e oottt et e e e e e e e e e e e abaeeeeeaaaeeeaaasaanssssasssaaaaaeaeeeaeaannns 203
o= 1T @1 F= 1 g S 3= | (= YOO TSSOSO UUPPTRN 203
Percent of Claims by Business Line
204
204
205
205
206
206
Speed of Processing
Average Payment PEriOm iN DaysS. .. ... .uiiiiiiiiee it eee ettt e e ettt e e e sttt e e e s ae e e e e amns et e e e ensee e e e eaneeeeeaanseeeeeanneeeeeanteeeeeanneeeeeannnee 207
Average Inventory in Days.........ccooiriieiiiiiee e 207
Average Claims Inventory as a Percent of Total Claims Processed 208
Percent of Claims Processed Within the Following Days of Receipt:
L0t o - OSSR 208
15 - 30 days
31 - 60 days
> 60 days
Total
Timing of Claims Payment
Average Days Incurred 10 RECEIPE OF ClaiM.........uiiiiiiiiiee e e e et e e s e e e st e e e e e s e e e e e anne e e e eanneeeeeennnneeens 209

Average Days Receipt of Claim to Payment Approved
Average Days Payment Approved to Payment
Average Days Incurred to Payment

Claims Turn Around Time (TAT)
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Larger Plans Tab 7. Claim and Encounter Capture and Adjudication

Claim and Encounter Capture and Adjudication (continued)

Metric Page Definition Calculation
Quality

[0 1= o B = o VA =T oY o | S SSS 209

FreqUENCY ACCUIACY PEICENL........ecii ettt e ettt e e ettt e e e e n et e e e e s et e e e eneeeeeaanneeeeeeannseeeeaannneeeeeannseeaeeannneeeeaannnen 209

Interest Paid per Claim PrOCESSEA. ........ooi i et e et e et e e ettt e e et e e e s a et e e e aneeeeeeenneeeeeanseeeeeanseeeeeaanneeeeeanneeaeesnseeeeeannaees 210

Interest Paid as a Percent of Total Health BENETILS. ..........uiiiiiiiiii e e e e e e e e e e s eaaaan 210

COB and Subrogation

COB and Subrogation Recoveries Per Dollar of COB Cost...........ccccceivviiereiiiine e, 211
COB and Subrogation Recoveries as a Percent of Health Benefits, Plus Recoveries.... 211
Net Recoveries as a Percent of Health Benefits, PIUS RECOVETIES. ..........ccoiiiiiiiiiiiiieeeee et e e e e e 212

/+ COPYRIGHT © 2016 SHERLOCK COMPANY. ALL RIGHTS RESERVED. CONFIDENTIAL AND TRADE SECRETS. 180



Tab 8

Information Systems

Metric Page Definition Calculation
Information Systems Cost Summary
L] = L o I S o =T IS T e I PSP PPRTRUPTPRPRONE 217
x IS Costs per Total FTE......... . 217
= IS Costs per ISFTE......ccccccccuu. 217
X IS FTES PEr 10,000 MEMDEFS.........uiiiiiiiiiieeieiteiee e e ettt e e ettt e e et ee e e e e aaaeeaeeassaeeaeaassaeeeeaassseeeeaassaeae e ssseaasassseeaeeasseneeeannsaneeeaansseeeeanns 217
R 070 1] B o T=Y 1Y =Y g o T=Y o L= 1 T 11 PSPPSRI 217
Effect of IS Allocated by Supported Functional Area
IS After Allocation as @ Percent Of TOLAl IS...........oooiiiiiiii e e s e e e et e e e et e e e e e as e e e e e snseeeeeanaeeeeeannneeans 217
X TOMAI IS PIMPIML ...ttt ettt ettt et e et ee b e oot ee e h 2ot £ e st e et e e et e bt e ee e e eh e e ehe e saeeebeesaeesanesanesaeesaneeanas 217
= |S Costs PMPM, After Allocation................. 217
x Non-IS Costs PMPM, After Allocation 217
= Total ADMINISIrative COSt PIMIPIM...........ooiiiiiiiii ettt ettt e e e sttt e e e et e e e e e abaeeaesssseaeassaeeeeaassseaeeasssaaesensssaaessssaneesanssnns 217
Internal vs. Outsourced FTE Costs
Internal IS EXpenses Per INtErNal FTE..........oooo ittt e e e e e ettt e e e s ab e e e e e e ae e e e e essaeeeeenssaeeeeannseeeeaannseaaeeannneeans 218
Outsourced IS Expenses per OUESOUICEA FTE..........cooi i et e e e et e e e e tte e e e e eate e e e e saaaeeesaassaeeaeesssaeeaesensneeeeennnnes 218
Staffing vs. Non-Labor
Information Systems Total Staffing Cost per TOtal FTE..........oo ettt et e e saa e s be e e snneas 218
+ Information Systems Total Non-Staffing Costs per Total FTE..........coo it 218
= Information Systems Total COSts PEr TOtal FTE...........oiiiiiiiiiie ettt e et e e e et e e e e st e e e e s easseeeesanaaeeeeennneeens 218
x Information Systems Total FTEs per 10,000 Members 218
= Information Systems Cost per Member Per MONTh............ooo it e e e e e e s e ssre e e e e eessaeeesenraeas 218
Percent of Information Systems Costs that are Staffing..........ceoi i 218
Percent of Information Systems Costs that are NON-Staffing..........ccooiiiii e 218
Percent of Information Systems Costs that are OUISOUICEd.............ooiiuiiiiiiiiii e 218
Percent of Information Systems Staffing that is OUISOUICEd...........c.oiiiiiiiiii e 218
Total Information Systems Costs, Natural Accounting Categories
Per Member Per Month
(a) Internal Personnel, Including Travel and Training 219
(b) Consultants / Contractors..........ccccoeceeriieiiieeiieecinen. 219
(c) Hardware Depreciation and Maintenance 219
(d) Software Amortization and MaINTENANCE...........oouiiiiii et e e st e e e ae e e sae e e sabe e e abeeessbeeeembeeabeeesneeesneas 219
(e) All Other, INCIUAING OffiCe SUPPIIES. ... veieiutiietiie ittt ettt et e e it e e e ae e e sate e saeee e beeesabeeenseeanteeeasneesneeeanneeane 219
Total INfOrmMation SYStEMS EXPENSES........oiiuiiiiiiie ittt ettt ettt e ettt e sabeeeaaeeeaaeee e asbeeaabeeeabeeaaeeeenbeeeanseeanbeeaansessnseeesnnen, 219
Percent of Premium Equivalents
(a) Internal Personnel, Including Travel @nd TraiNiNg..........coueiaiiiiiie et e et et esee e e bt e e sabeeateeesseeesaneeeanneeane 219
(b) Consultants / Contractors..........ccccoveeeviieeiieeiieecienn. 219
(c) Hardware Depreciation and Maintenance 219
(d) Software Amortization and MaINTENANCE..........coiuii ittt e st e e s te e e sae e e sabe e e sbeeessbeeeasbeeabeeesneeeeneas 219
(e) All Other, INCIUAING OffiCE SUPPIIES. ... veieitieitiie ettt e et e bt e e et e e e bt e e sate e saeeeabeeesabeeaanbeeanbeeeasneesneeeanneeane 219
Total INfOrmMation SYStEMS EXPENSES........oiiiiiiiiie ittt ettt e ettt e bt e e s bt e e aaeeesabee e asbeeaabeeeabeeaaseeeanbeeeanseeanbeeaanneeanseeesnnen, 219
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Larger Plans Tab 8. Information Systems

Information Systems

Metric Page Definition Calculation

Total Information Systems Costs, Natural Accounting Categories (continued)
Percent of Total Information Systems Costs

(a) Internal Personnel, Including Travel and Training 219
(b) Consultants / CONraCtorsS. ........ccuuiiee i 219
(c) Hardware Depreciation and Maintenance 219
(d) Software Amortization and Maintenance................. 219
() A L@ g T i [ Tor [0 [T g Yo T @ 37T U o] o] = TS 219
Total INfOrmation SYSIEMS EXPENSES. ....ciiiiiiiieeiiiee et e et e e e et e e e s et e e e e ns e eeeessnseeeeeaaneeeeeaanseeeeeaannaeeeeaannseeaeennneneeenn, 219
Total Information Systems Costs, Functional Areas
Per Member Per Month
B E ) IO o T=1 =T (10 TS 3= 10 o IS TU ] o o o] o OSSR 220
(1) Voice and Data Network 220
(024 T = = TN 7 =1 | (= 220
(3) Engineering................ 220
(4) Desktop Services.... 220
(5) Help DesK...cooevveeeeeeeeeeeeee e 220
(6) Storage and Capacity Management 220
(7) Business Continuity Planning (BCP) and Disaster Recovery (DR) 220
5 1L (3T SRS 220
(o) Y o] o2 Toz= Lo T TSR AV F= Y1 (=T aB= o7 SO 220
11 (c) Applications Acquisition and DEVEIOPMENT............oii i e e e e e et e e et e e e e s anne e e e e annneeeesannneeeennnnes 220
(1) Project Management Office and SUPPOIt (PIMO).........eiiiiiiiieee et ee e e et e e s et e e e e s ne e e e e e nneeeeeennneeeeeaneneeeann 220
72 1 (3T PSSR 220
11 (d) Security Administration and ENfOrCEMENT.............eiiiiie et e et e e e e e e s e e e e s e e e ennneeeeeennnees 220
Total INfOrmMation SYSIEMS EXPENSES. ....ceiiiiiiieeiiiee et e e et e e e et e e e e st e e e e e eeeeeeanseeeeeeaneeeeeaanseeeeeaannaeeeeaannseeaesanneeeeenn, 220
Percent of Premium Equivalents
B E= ) IO o T=1 =T 110 TS 3= 10 o IR TU ] o o o] o OSSPSR 220
(1) Voice and Data Network 220
(2) Data Center 220
(3) Engineering 220
(4) Desktop Services 220
(5) Help DesK..oooveeeeeeeeeeeeeeeee e 220
(6) Storage and Capacity Management 220
(7) Business Continuity Planning (BCP) and Disaster Recovery (DR) 220
5 1L (3T SRS 220
220
220
220
220
220
otal Information Systems Expenses 220
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Larger Plans Tab 8. Information Systems

Information Systems

Metric Page Definition Calculation

Total Information Systems Costs, Functional Areas (continued)
Percent of Total Information Systems Costs

) IO o T=1 =1 110 TS 3= 0 o IR TU ] o o o] o OSSPSR 221
(1) VOICE @Nd Data NEIWOTK. ... . eeeieeiiiiee ettt e e st e e e et e e e st e e e e e e e e enteeeeannseeeeeanneeeeeenneeens 221
(029 1= €= T 7 =1 o (= SR S, 221
(6 I =L e 110 =T=T [ o et 221
(4) Desktop Services............ et eeeeeeeeneeeeeeeanteeeeeaaateeeeeaaseeeeeanteeeeeaneneeeeanneeeeaanteeeeaannneeeeennnns 221
(5) Help DesK...ooovvveeeeeeieeeeceee e ettt Eeeeeeaaeeeeeeaanteeeeaaneteeeeanreeeeanereeeaannnneeeeaanneeeeeane 221
(6) Storage and Capacity ManagemENL............cuuiiie e eeiee et e e e e e s e e e e e e e e e e ann e e e eneeeeeeenees 221
(7) Business Continuity Planning (BCP) and Disaster Recovery (DR)........ 221
(8) Other 221

11 (b) Applications Maintenance 221

11 (c) Applications Acquisition and Development 221
(1) Project Management Office and Support (PMO) 221
(2) Other 221

11 (d) Security Administration and Enforcement 221
Total Information Systems Expenses 221

Capabilities of Hardware
Utilization
Average Utilization for ProCesSOrs, 24/7 CapaCity.........cueiiouuiieeiiiiiieeesiiee e e seeeee e s st e e e s st ee e e st e e e ssseeeeesanseeeeeaanseeeeeaannneeeesanneeeas 222
Average Ultilization for Processors, Prime Shift 222
Peak Utilization for Processors, Prime Shift......... ...t e e e e e e e e e e e e s st ranraeaaaaaaaaans 222
Data Center Storage Capacity

LI €= LI =T =1 o) V2 USSP 222

Terabytes per 10,000 MEMDEIS..........ooii it e e e et e e e st eee e e seeeeeaanseeeeeaanseeeeeaaneeeeeanseeeeeeansaeeeeaanseeeeeaannneeeeaanneees 222

Internal Help Desk

Average SPEed t0 ANSWET, SECONUS. ... ...uiieiiiiiiiee it e e ettt e ettt e e e aaa et eeeaaeeeeesaasaeeeesanaeeeeeanseeeeanseeeeeannseeeeeannseeeeeansaneeesanneeeeeaann: 222
Call Abandonment Rate........................ 222
Average Handle Time, Seconds 222
First Call Resolution Rate.................. 222
SatisTaCtion, SCAIE Of 110 10, . oot e e e ettt e e e e e e e e e e e e e aabeeeeeeaaaeeeeeasaaassssaneeeeaaaaaeeeaaaaannsnnsneneees 222
Number of Calls per Helpdesk FTE per Year 222
Number of Calls per Total FTE per Year........cccccevviiieeeencieee e 222
Number of Calls as a Percent of All Inquiries (Calls plus Online) 222
LI t= LN I =ES o= T oo 1= I8 =SSP 222
Number of Tickets Opened Online per Helpdesk FTE PEI YEAI ........coii it e e e e e e e e e nnnnes 222
Number of Tickets Opened Online per Total FTE per Year ......c..cccccvevviieeeiicieeene 222
Number of Tickets Opened Online as a Percent of All Inquiries (Calls plus Online).... 222
Desktop Management SOftware @and VENAOTS..........oooi it s e e e e e et e e e ettt e e e naeeeeeasnneeeeeeanneeeaeennnneeeeennnnees 222
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Larger Plans

Tab 8. Information Systems

Information Systems

Metric

Core Systems
Availability
System AVaAIIDIlity = 24 / 7 AVEIAQE........ e e ettt e et e e e e e e et e e e e tee e e e e s seeeeeaas e e e e e na et e e e antaeeeeeanneeeeeaanteeeeaanreeees
Time to ResOIVe Critical OULAgE, HOUTS... ... e it e et e e e ettt e e e e s eee e e e ans e e e e anneeeeeeneeeeeeenseeeeeannneeeeann

Production Job Cost Summary
Production JObs per 1,000 MEMDETS..........cooi et e e ee e e et e e e et e e e e s et e e e e nseeeeeaanneeeesameeeeeeeanseeeeeennseneeeaanneeeeeaannneens
Members per IS FTE.......cccccooviiveiiee.

Daily Production Jobs per IS FTE....
IS Cost per Production Job............ccceee.
IS Cost per ISFTE........ccccvveenne.
IS FTEs per 10,000 Members......
IS Costs per Member per Month..

Production and Test Jobs
Daily Production Jobs per 10,000 MEMDETS..........coii it e e e et e e e et e e e s st e e e eaee e e e e e enteeeeeennseeeeeaanneeeeeaannneeas

Yearly Claims Processed per Daily ProdUCtion JOD............coi it e e e e e s e e e
Yearly Enroliment Transactions Processed per Daily Production Job..............
Yearly Member and Provider Inquiries Processed per Daily Production Job

Percent of Total Production JODS RUN D@y ..........eiiiiiiiiieiiee ettt e e e e et e e e e e e e e et e e e ennneeeeeeanneeeeennnnee
Production Jobs as a Percent of TOtal JODS............uuiiiiiiiiiii e e e e e e e e e e e s e aaaaaaaaaaans

Daily Test JODS per 10,000 MEMIDEIS......ciiiiiiieeieiiee et e et e e et e e e st e e e e st eeeaaane e e e aanneeeeesanseeeeaannaneeeaannseeeeaanneeeesannnneeeennnees

Percent of Total Test JODS RUN DaAilY........oooiiiiiiiiiie ettt e e e st e e e ettt e e e ettt e e e s s e e e e anne e e e e s anneeeeeeenseeeeeennnaneeeanns
Test Jobs as @ Percent Of TOTAl JODS........oooiiiiiie ettt e e e e e e ee e b ae e e e e eaaaeeeeeaaaensssssaeeaeeaeaeens

Page
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Definition Calculation
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Tab 9

Corporate Services Cluster

The Corporate Services Cluster is comprised of the functions of Finance and Accounting, Actuarial, Corporate Executive and Governance and the Corporate Services

function. The Corporate Services function includes subfunctions like Facilities, Mailroom, Legal and Human Resources. This tab includes metrics of these subfunctions plus

those of Finance and Accounting.

Metric

Corporate Services Function

Corporate Services Cost Summary
Total FTES per Corporate SEIVICE FTES.......ccuiiiiiiiiiie ettt e ettt e e e et e e e s e sb et e e e asbaeaeeessaeeeeesseeeeeasseeeesannsneens
Corporate Services Costs per Total FTE.............
Cost of Corporate Services per FTE
Corporate Services FTEs per 10,000 Members.........
Corporate Services Cost per Member per Month

Staffing vs. Non-Labor
Corporate Services Function Total Non-Labor Cost per Total FTE
Corporate Services Function Total Staffing Costs per Total FTE...............
Corporate Services Function Total Costs per Total FTE............cccceecveeeenn.
Corporate Services Function Total FTEs per 10,000 Members...........
Corporate Services Function Cost per Member per MONth...............ooiiiiii i e e e e e e e eanes

Percent of Corporate Services Function Costs that are Staffing...........c.ooiiiiiiii e
Percent of Corporate Services Function Costs that are NON-Labor..............cccviiiiiiiiiiicee e

Percent of Corporate Services Function Costs that are OUESOUICET............c.eeiiiiiiiiiii e
Percent of Corporate Services Function Staffing that is OUISOUICEd..........cc.iiiiiiiiiiiii e

Human Resources

Span of Control
Middle Management to Top Management

Managers to Middle Management
Supervisors to Managers..................
SHAT £0 SUPEIVISOIS. ... ettt e et e e e ettt e e e et teeeeeaaasaeeeeaassaeeaeaassseeeeessaeeeeansseeeeaansseeeeaanssaeaeeanssneaesansnneneans

Total Employees 10 TOP MaNAGEMENL......... i ittt et e e sttt e e et e e e e e s et e e e e nn e e e e ebr e e e e e aneeeeeeas
Employees Other than Top Management to Top Management
Middle Management, Managers and Supervisors to Top...............
Staff to Middle Management, Managers and Supervisors

Page

233
233
233

233
233

233
233
233
233
233

233
233

233
233

234
234
234
234

234
234
234
234

Definition Calculation
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Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation

Human Resources, continued

EEO-1 Job Categories as a Percent of Total Employees

Y= =T 1T - 1SS SURER 234
[Rd 0] (=T 11 (o] 0 F= | OSSOSO P P PP PPN 234
Clerical.............. e e e e aaaee e e e e e e e———————————aaaaas e e e ————————— 234
TechniCal........ccccuiiiiiiieieee e et eeeeeeeeeeeeeeeeeeessssssseeeeeeeeeieseessssseseeeetaeeeeeaaaaanisrraaetaaaaaaeeeaaaaaans 234
SAIES WWOTKET ...ttt ettt e e e e oo e e e e aaeeeeeeeeaeeeeeeee s ssstssseaeaaaaaeeeeeeeaaassssseeeeeeeeeeeeeeaannnaanseaneeeeaaaeeeeaaaaannrrnnnnnees 234
SIVICE WWOTKET ... . ittt e e e oo oo e et e et e eeaaeeeeeeaa e s sssssesseaaaaaeeeeeeeaaassssseeeeeeeeeeeesaaasssssssaeeeeaaaaeseeaaaansnssnnnnnees 234

(=] oo ] =T SO P U PP PP PR RRRSRPPRPPO 234
Craft Worker.......ooooveeiiiiiieeeeee e e eeeeeeeeeeeeeeaeee————rreraaaaaaaaaaaaaaann 234
Operatives Worker........ et eeeeeeaeeeeeeeaan—eee e e ——eeeeaaaeeeeanaeeeeeanees 234
LI ] t= LN =10 ] o0 Y= 234

Turnover

Recruitment Costs and Frequencies

L LTS o =Y T 0100 I =SSP 235
External Hires / 1,000 FTEs 235
Internal Hires/1,000 FTEs............ 235
External Hires Percent TOTal HIrES...........uuiiiiiiiiiii ettt e e e e e et e et e e e e e e e e e s s nas bbb e e e eeaaaaaeeaaaaannnnssnnens 235
Internal Hires Percent TOtal HIrES............uuiiiiiiiiiiie ettt e e e e e e e e e eeeaaaeeeee s s e asasssaseeeaaaaeeeeaeaannnnnnes 235
F Y =T [T @011 o= o 1TSS 235
Cost per External Hire 235
Cost per Internal Hire 235
[0 YL (o B R q (=T o =T T S SSE 235
Days t0 Fill, INTEINAI HIFES......coei ettt e e et e e e et e e e e n et eeenste e e e e e nae e e e e anneeeeeeanneeeeeeannneeeeennneeeeenn 235
Employee Separations
Total Separations Per 1,000 FTES.........oooi it e e e e e e e e s et eeeaanse e e e e e neeeee e nteeeeeaanseeeeeaanseeeeeannneeeeeannneeeens 235
Voluntary Separations per 1,000 FTEs................. 235
Involuntary Separations per 1,000 FTEs 235
Retirements per 1,000 FTES........cccceeviiieeeeinnen. 235
Other Separations per 1,000 FTEs 235
Voluntary Separations Percent Of TOAL...........c..eiiiiiiie e e e e e et e e e s e e e e s e e e s ennaeeeeeeneaeeeeannnnes 235
Involuntary Separations Percent of Total 235
Retirements Percent of Total...................... 235
Other Separations Percent of Total 235
TOLAI TUINMOVET ...ttt e e oot ettt e eeeee e e e e e e e aasttsaeeeeaaaaeeeaeeeaasssssssaeeeeeeeeeeseannssasssssneeeaaaaeesseaaaasssssssnnenaaaaees 235
(R ] (=1 0111 o OO P U PP UUPURRRRSSPPPI 235
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Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation

Human Resources, continued

Work Time and Reasons for Missed Days

Percent
Days Worked as @ Percent Of WOIK DaYS. ........uuiiie ittt e et e e e ee e e et e e e s e e e e ssae e e e s enseeeeeeanneeeeeeannneeeeennnns 236
Missed Days as @ Percent Of WOTK DAYS.......ccouuirieiiieiee it e e et e et e e e et e e e e s nee e e e e s nae e e e ensaeeeeeensaeeeeeanneeeeeeannnneeeennnns 236
FMLA Days as a Percent Of MIiSSEA DayYS.........ccuuiiiiiiiiiiiiiee e eee et e et e e e et e e e s et eeeesante e e e annaeeeeeannaneeesanseeeeeeanneees 236
Short Term Disability as @ Percent of MiSSEA DaYS........ccuiiiiiiiiiiee it e et e e s st e e e e st e e s snne e e e e enneeeeeeanneeeeeeanneees 236
Workers Comp Days as a Percent of Missed Days 236
Other Days Missed as a Percent of Missed Days 236
Total Missed Days as a Percent of MiSSEA DAYS.........coiuiiiiiiiiiiee e e e e e e et e e e e e e e e e naee e e s snneeeesesnneeeesanaeeeeeannees 236
Per FTE
Days Available 10 WOIK PEF FTE.......c o eiiieiiiie ettt e e e et e e e sttt e e e s n e e e e e seeeeeanneeeeeeannseeeeeanneeeeeeannneeeeeanneeeeean 236
LI Y £SR3 Yo I o =Y I S 236
FMLA days per FTE.......ccoccoevevviiieeeees 236
Short Term Disability Days per FTE.. 236
Workers Comp days per FTE............ 236
Other days Missed per FTE............... 236
Total Days Missed per FTE 236
Human Resources Cost Summary
L | O] €= =T I =1 I SRS 237
Total FTEs per HR FTE....... 237
HR Costs per HR FTE........ccceeeenes 237
HR FTEs per 10,000 Members...... 237
HR Cost per Member per Month 237
Staffing vs. Non-Labor
Human Resources Non-Labor Costs per Human Resources FTE 237
Human Resources Staffing Costs per Human Resources FTE........ 237
Human Resources Costs per Human Resources FTE..... 237
Human Resources FTEs per 10,000 Members................ 237
(70153 o T=T 1Y L= 4 g1 oY=l o T= 1V o o1 o OSSPSR 237
Percent of Human Resources Costs that are Non-Labor 237
Percent of Human Resources Costs that are Staffing.........cooueiiiiiiii e 237
Percent of Human Resources Costs that are OQULSOUICEA..............oiiiiiiiiiii e e e e e e e e e e e 237
Percent of Staff that is Outsourced 237
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Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Human Resources, continued

Employee Tenure

Percent of Employees With Less Than One Year Of TENUIE.........cooi it e et e e e e nnneeas 238
Percent of Employees With One to Five Years Of TENUIE.........cooi i e e s e e e e e e e ennes 240
Percent of Employees With Six {0 Ten Years Of TENUIE..........ooi i e s e e e e e e e e e ennnes 242
Percent of Employees With More Than Ten Years Of TENUIE..........cou it e e e s e e e s nnneeeeeennes 244
Average EmPIoyEe DUAtION IN YEAIS. ........uuiiiiiiiiiieeeieiee et e e et e e e et e e e ettt e e e e st e e e e aneeeeeesnseeeeanneeeeeeannseeeeeaanneeeeeaanneeaeeanes 246
Legal
Normal Business Legal Costs vs. Litigation Legal Costs
PMPM
Normal Business Legal Costs 248
Litigation Legal Costs 248
LI ] £= L =T = 0T £SO 248
Percent of Total Legal Costs
Normal Business Legal Costs 248
Litigation Legal Costs 248
Total Legal costs............ 248
Staffing vs. Non-Labor
Legal Non-Labor Cost per Legal FTE...... ..ottt e e et e e e st e e e et e e s neee e e e e eneeneeeeanneneeeaanneeeeeaannneeas 248
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Metric Page Definition Calculation

Facilities
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Metric Page Definition Calculation

Facilities, continued
Facilities Costs by Type
Per Member Per Month
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