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INTRODUCTION AND BACKGROUND

Background

This is the “Medical Management Metrics” book of Volume II
of the 2023 Sherlock Benchmarks — All Universes Edition.
Together, these volumes provide statistics and analysis
summarizing the administrative expenses and operational
metrics of 31 health plans. These plans consist of Blue Cross
Blue Shield Plans, Independent/Provider-Sponsored plans
and Medicaid plans. They are intended to facilitate
comparisons for users and to assist in the management of
health plan administrative expenses. They should be useful to
operational and financial managers of health plans,
consultants and third-party vendors. Sherlock Benchmarks
should also be valuable to Boards and persons charged with
corporate finance responsibilities including strategic planners
and investment bankers.

Organization of Sherlock Benchmarks

The 2023 Sherlock Benchmarks are a carefully compiled and
scrubbed summary of the surveyed operational characteristics
of leading health plans.

Sherlock Benchmarks assists in performance improvements for
health plans by facilitating comparisons between plans and
their universe as a whole. It quantifies health plans’ relative
performance and identifies sources of variance at a highly
granular level. Sherlock Benchmarks information is unusually
comprehensive and a highly valid analytical tool.
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The Sherlock Benchmarks are produced in two volumes:

Volume I: Financial Metrics includes analyses of
administrative expenses through financial ratios such as
percent of revenues and per member per month. Data is
divided into a total of 14 product lines and almost 80
functions. Additional descriptions are found below.

Volume II complements Volume I by facilitating in-depth
analyses of the financial metrics. It is subdivided into four
books: Operational, Staffing and Compensation, Medical
Management and Utilization.

Operational metrics translate operating performance into
expense performance, so expenses are often analyzed into
factors of user demand, employee productivity, unit cost,
staffing ratios and cost per employee. For instance, Claim and
Encounter Capture and Adjudication is analyzed into claims
per member, productivity of claims processors, cost per claim
and per-employee costs of claims. In addition, every function
is analyzed by factors of staffing ratios, staffing costs per FTE
and non-labor costs. Numerous drivers of costs and quality
are also provided. In the claims area, for example, these
include metrics of electronic submission, auto-adjudication
and factors requiring manual intervention.
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This document, Volume II - Medical Management, is divided
into eight sections:

TAB 1. INTRODUCTION AND BACKGROUND

TAB 2. MEDICAL MANAGEMENT ADMINISTRATIVE EXPENSES AND

This section describes the organization, conventions,
applicability and processes of the Sherlock Benchmarks
studies and this volume in particular.

OUTSOURCING

This section provides a summary of costs of
Precertification, Case Management, Disease
Management and Nurse Information Line. It also
includes a summary analysis of cost components of
medical management by type of medical management
activity. Outsourcing of these activities are also
analyzed. There is a section on Medical Directors as
well.

TAB 3. PRECERTIFICATION AND RECERTIFICATION

Pre-Certification includes carrying out pre-certification
and medical necessity reviews on designated referrals
and targeted outpatient procedures, services and
inpatient admissions including to rehabilitation units
as well as referrals. This analysis includes analyses of
cost components (such as staffing ratios and
productivity), In-Plan and Out-of-Plan certification and
approval and denial rates.
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TAB4. CASE MANAGEMENT

“Case Management is a collaborative process which
assesses, plans, implements, coordinates, monitors, and
evaluates options and services to meet an individual's
health needs through communication and available
resources to promote quality cost-effective outcomes.”
Source: Case Management Society of America. This
analysis includes analyses of cases and costs by major
practice category, productivity and staffing ratios.

TAB 5. DISEASE MANAGEMENT

Disease management is the process in which a
population is identified and support services that help
educate members are put in place. The outcomes are
then processed, measured, evaluated and the results
are reported to the relevant parties. This analysis
includes analyses of cases and costs by major practice
category, productivity, staffing ratios and the
propensity to outsource disease management.

TAB 6. NURSE INFORMATION LINE

Nurse Information Line is telephonic one-on-one
guidance to information, resources and tools to
increase the member's ability to manage their own
condition, understand their health care options and
become active decision makers with their physician. It
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is staffed by Registered Nurses or other healthcare
professionals qualified or trained to provide support
for health care decision making, education and
assessment of health symptoms. This analysis includes
cost per member, staffing metrics and inbound and
outbound calls.

TAB 7. UTILIZATION REVIEW AND APPEALS

Utilization Review and Appeals includes appeals of
Utilization Management / Precertification /
Recertification. These appeals are exclusively medical.
The section also includes retrospective reviews of use
of emergency departments, care received and out of
system admissions. The review of eligibility and
benefits and the conduction of investigations and / or
required reviews are also included in this section. This
analysis includes types of appeals (internal, expedited,
written and external written), rates of approvals and
denials, staffing ratios and an application of utilization
review to certain high cost services.

This section also includes metrics related to the
management of pharmacy benefits such as the number
of formularies.

TAB 8. QUALITY ASSURANCE AND WELLNESS

Quality Assurance and Wellness is concerned with the
review of the quality of health care provided by
providers. This includes NCQA Health Plan Report
Card and CMS Star Plan Ratings. Reviews of quality
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management, the recommendation of solutions to
problems and the collecting and synthesizing of
quantitative and qualitative data to drive decisions is
also incorporated into this section. This analysis
includes costs, types of quality cases (total, written and
telephone) and staffing ratios.

Conventions Used in this Report

In the Sherlock Benchmarks, we analyzed costs and operations
for the health plans as a whole, by functional area and also by
product. We have employed a number of reporting
conventions, which we discuss below.

1. The terms “high” and “low” mean the average of the
two highest and two lowest values, respectively. The
standard deviation is the measure of dispersion. To
facilitate comparability of standard deviations, we
have expressed standard deviation as a percent of the
mean, commonly termed the coefficient of variation.

2. Statistical results are un-weighted. That is, each metric
reflects equally the experience of each health plan that
reports a functional area for a product, without regard
to the plan’s size.

3. Statistical measures for each functional area are
calculated independently. Accordingly, the statistical
analysis of total expenses is not the sum of the
statistical analysis of each component cost.
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4. Results were carefully validated to identify, and correct 5. A complete description of the characteristics of the

We offer a few additional comments regarding Volume II -
Medical Management.

1.

if possible, reporting errors. participating plans is found in Tab 10 of Volume I -
Financial Metrics.

Within each firm, ratios based on the total scope of

products (for instance in the Total and Comprehensive

values) are intrinsically weighted by the relative

importance of each product to that firm. For instance, a

firm with a heavy commitment to Indemnity & PPO

ASO will reflect that product’s weighting and its

company-wide costs will be lower as a result.

Questions and Comments

The information we received is through our contact, We invite questions and comments on the Sherlock Benchmarks.

typically someone in the finance area, rather than

Douglas B. Sherlock, CFA
directly from the operational department themselves. ouglas eroc

President

) ) Sherlock Company
The response rate was considerably lower in

operational metrics as compared with financial metrics. sherlock@sherlockco.com
Operational metrics are largely voluntary to help 215-628-2289
assure quality of responses.

In addition, please know that we support your use of the

The components may not sum to totals, for example in Sherlock Benchmarks. We hope that you will not hesitate to

the case of product line breakouts. That is because contact us if you have any questions concerning classifications,
response rates varied in each of the component parts calculation methodologies and the application of the Sherlock
and in totals. Benchmarks to improve the performance of your health plan.

Additional discussion about Sherlock Benchmarks
survey procedures, data analysis and presentation is
found under Tab 1 of Volume I - Financial Metrics.

£
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Tab 2

Medical Management Administrative Expenses and Outsourcing

Metric Page Definition

Administrative Expenses Per Member Per Month

PrECEITTICALION. ... .eeeiie ettt e e ettt e e e e e e ettt e e eeeeeeaeatsaeeaeeeeaseeaaeeaaaassseseaaeeaasseaseeaeeaaassseseeaeeaanseaeeaeeeaansnnnes 3
Case Management (High-Risk, Complex and Catastrophic)..... 3
Disease Management (Chronic) 4
Nurse-Information Line................ 4
Health Management / WEIINESS PrOGIamMS. ..........uii ittt ettt ettt e e ettt e e st e e e e abb e e e aabe e e e beaeaaseeeaanseaaaseeaeansseaeanseeaaaneeaaans 5
L@ TUE= YA @7oT o ool g 1= o1 TSRS RPN 5
MEAICAI INTOIMIALICS. ... ..ttt e e e ettt e e e e e e eabeeeeeeeeeaassseeeeeaaasaseaeaeeeasabeseaeeeeaassseeeaeeeaassseseaeaeeansssnnnaaans 6
UBIHZAEION REVIEBW..... ...ttt e e e e e ettt et e e e e e e atteeeaeeeeeeatseeeeaeesassseeeaeeeaassbeseaeeeaasssseseeeeeaasssssneaeeaaanssnnnaaanaans 6
Other MediCal MANAGEMENL.........co ittt ettt e ettt e e ettt e e aabeeaaeeeeaasbeeeabeea e sseeeaabeeeeamseeaesbeaeennseeeemseeeaanseaeeanbeeeannaeaanns 7
Total Medical Management / Quality ASSUraNCe / WEIINESS..........ccuiiiiiiiiiiii ettt 7
Medical Management Outsourcing
Estimated Outsourced FTES as @ Percent Of Total FTES............uuiiii ittt e e et e e e e eara e e e e e e e aanreeeaaeens 8
Total Outsourced Costs as a Percent of Comprehensive Total COSES. ......ciuiiiiiiiiiii et 8
Percent of Membership in Managed Care PIANS............ccoiiiiiieiieie ettt ettt sn e e st e st enteesreeeneesneeeseesneeenseeanseenneeenneenn 9
Medical Directors
Medical Directors per 10,000 MEMDETS.......cceiiiiiiiiiier e eecee e e e e e e e e e e s e et eeeaeeeasassaaeeeaeeaassaaeeeeeaasstaseeaeeseasssaeeaaeeaasnsnneeaeeeennsnsannes 9
Staffing CostS PEr MEAICAl DIFECION. ... ... i ettt s et e e et e st e e teeenee e st e ameeesaeeaseeanteesreeenneeanseeseeanseenneeanseenneeenneenn 9
Medical Directors as a Percent of Total Medical Managment FTES...........ooiiiiiiii et e 9
Medical Directors as a Percent of 7 (i) Other Medical Managment FTES..........ccciiiiiiiiii ettt 9
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Tab 3

Precertification and Recertification

Metric
Precertifications

Per 100 Members per Year
In-Network
Approved Precerts Per 100 MemDEIS PEI Y A ... uiiiei e e e ieeiiee e e e e ettt e e e e e e et eeeeessseaeeeeaeseasssaeeeeeeaaasssaeeeeeesaasssnneeaeeeennsnseeees
Denied Precerts Per 100 Members per Year
Total Precerts Per 100 Members per Year......

Out-of-Network
Approved Precerts Per 100 MEMDEIS PEI YEAI.........uiii ittt ettt e ettt e e ettt e e e beeaeaateaeasbeeaanbeeaansaeaaanneeeeanseeaaaseeaaanns
Denied Precerts Per 100 Members per Year
Total Precerts Per 100 MEMDEIS PEI YA .........oi i eiee ettt ettt e ettt e e e et e e ettt e e ebeeaaanteeaaaneeeeanbeeaaseeaeanseeeeanbeaaanseeaaanns

Total Precertifications
Approved Precerts Per 100 MemDbDEIS PEI Y A ........ . iiiieee e e ietiiiee e e e e ettt e e e e e e st te e e e se s eaeaeeeesaasssteeeeeeasasssaeeeeeesaasssnneeeeeeennsnseeeens
Denied Precerts Per 100 Members per Year
Total Precerts Per 100 IMEMDEIS PEI YA .........oi ittt e ettt e e s et e e e ettt e e abeeaaanteeaaaseeeaanbeeaaseeaeanseeeeanseaaaaseeaaanns

Composition
Percent of In-Network
Percent of IN-NEtWOIK ADPPIOVEA..........ociiiiieiiiie ettt e e et e e et e e et eeeateeeataeeeeseeesasseeasaeeesasseesanseeeasseeeansseeeanseeesasneeeas
Percent of IN-NEWOIK DENIEA...........cccueiiiie et e e e e et e e e e e e e et e eeeeeeeessaaeeeeeeassseseeeeeaanssseeesaeesasssnseeeeeaannnnrens

Percent of Out-of-Network
Percent of OU-Of-NETWOIrK APPIOVEQ. ... .uiiiiiiie ittt ettt e et e e ate e e e s b ee e e abee e e aseeeeasaeeesnbeeeanbeeaeanseaeeanseeeanseeaaanneas
Percent of OUE-Of-NEtWOIrK DENIEM..........ccuiiiiiiie ettt e e et e e et e e st e e e et ee e aseeeesbeeeansaeesenneeesanseeeasaeeeanneeas

Percent of Total Precertifications
Percent of Total Precertifications APPrOVEQ. ... ... ..ottt e et e et e e e ettt e e e ab e e e anteeaaanseeesnbeeeanseeaaanneeas
Percent of Total Precertifications DENIEA.............cc..iiiiiiii it e et e e st e e e et e e e eab e e e s esseaeesaeeesnsaeesanneeeas

Percent of Total Precertifications
Percent of Total Precertifications IN-NEIWOIK..............ooo e e e et e e e e e et re e e e e e eeeaareeeeeeeeennnnnnes
Percent of Total Precertifications Out-of-Network

Recertifications

Per 100 Members per Year
In-Network
Approved Recerts Per 100 MEMDEIS PEI YEAI..........uiii ittt e ettt ettt e ettt e e e bt e e e aeeeaaateeaaasbeeaanbeeeasbeasannseeeanseaaaaseeaaanns
Denied Recerts Per 100 Members per Year
Total Recerts Per 100 MEMDEIS PEI YEAI........ ..ottt ettt ettt e e et e e e et ee e e bt eaeasseeaateeaaaneeesanseeaasseaeansseesanbeeaanseeaaanns

Out-of-Network
Approved Recerts Per 100 MEMDEIS PEI Y A .......cic uiiiieee e e ieieiee e e e e ettt e e e e e e s aeaeeeeeeeessataeeeaeesassssaeeeaaansssaeeeeeesansnseneeaeeseansnseeees
Denied Recerts Per 100 Members per Year
Total Recerts Per 100 MEMDEIS PEI YA .......cuiiiiiiieiei e e ettt e ettt e e e e e e e e e e e et ae e e e e e s saaeeeeeeansnseeeaeesaasssaneeaeeeannsnnneenaenaas
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All Universes Edition Tab 3. Precertification

Precertification and Recertification (continued)

Metric Page Definition
Recertifications (continued)

Per 100 Members per Year (continued)
Total Precertifications

Approved Recerts Per 100 Members per Year 27
Denied Recerts Per 100 Members per Year..... 27
Total Recerts Per 100 MEMDEIS PEI YEAI........ ..ottt ettt ettt e e e tee e e et ea e eabeeeeasseeeaateeaaaneeesanseeaaseeaeanseeeeanbeeaanseeaaann 28
Composition
Percent of In-Network
Percent of IN-NEtWOIK APPIOVEQ..........oi ittt ettt e et e e ettt e e eaeeeaetbeeeeabeeeaaneeeasseeeeasseeeamseeaaasseeeannbeeeanseeaaanseaean 29
Percent of IN-NEtWOIK D NIEA...........cccuuiiiie et e e e e et e e e e e e e e et e e e e eeeeessabeeeeeeassssaseeaeeaanssseeeaaeesassseneeeeeaannsnrens 29
Percent of Out-of-Network
Percent of OU-Of-NETWOIrK ADPPIOVEQ. ... .eiiiiiiie ittt ettt e e e et e e sttt e e e st ee e aabeeeeaseeaaasbeeeenseeeanseeaeanseaeeanbeeeanseeaaanneas 30
Percent of OUE-Of-NEtWOIrK DENIEM..........ccueiiiiiie ettt e e et e e et e e s bt e e e et e e e as e e e ssbeeeanseeeaesseeesaaseeeasaeeeanneeas 30
Percent of Total Recertifications
Percent of Total Recertifications APPrOVEd..............uiiiiiiii ittt e e e e et e e e et e e e e abeeeeasseeeeaseeeansaeeeenneeas 31
Percent of Total Recertifications DENIEM. ............couiiiiiiiiecee et e e e e e et e e st e e e et e e e sabeeesasseeeesaeeesnsaeesanneeeas 31
Percent of Total Recertifications
Percent of Total Recertifications IN-NEIWOIK..............ooiiiiiiii ettt e e et e e e e e e ar e e e s baeeeeaneeas 32
Percent of Total Recertifications OUt-Of-NEIWOTK...........c..ooiiiiiiiiie et e et e e e et a e eraeeeeanes 32

Precertifications and Recertifications

Composition by Type of Precertification and Recertification

o0y (= [T T 1 PSS 33
Behavioral Health... 33
LTAC...cooiieenee 34
Rehabilitation............. 34
Skilled Nursing Care..... 35
Outpatient Surgeries..... 35
(2= Lo o] (oo |V OO PPPPOT 36
(= ool = (o] VA =T T SO P O PP OPSPPPPPN 36
PT/OT /STt 37
Home Health Care Services... 37
Other ... 38

Total Precertifications and ReCertifiCatioNS...............ooi it e e et e e et e e s eab e e s saeeeeaneeas 38
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All Universes Edition Tab 3. Precertification

Precertification (continued)

Metric Page Definition

Percent of Total Recertifications (continued)

Non-Clinical Staff per CHNICAI STATT......... ..ottt e e et e e e bt e e e heeeeaateeeaasseeeeanbeeeaseeaeanseeaeanseaeanens 40
Non-Clinical Staff per Precert FTE 40
Clinical FTE Per Total PreCert FTE..... .. ittt et e ettt e e e ae e e e aate e e e aabe e e sbeeeanseeaeansbeeeanseeeasbeaeannseaeanneeaann, 40
Percent of Total Recertifications Cost Summary
Cost Summary
Precerts/Recerts Per 100 MEMDEIS PEF YA ....... ..ottt et e e ettt e e et e e e eabe e e e aeeeaaasseeaanseeeanseeaaanseeeannseeeansaeaaanseaeans 40
Members Per Total Precert FTEs..................... 40
Precerts/Recerts Per Precert FTEs Per Year.. 40
(070 1S] o =T o = To= Ty (S Yo=Y o TSRO PUPPPR 40
COSES PEI TOtAI PrECEIT FTES.....oeiiiii ittt e e e e et e et e e e e et beaeeeeeeeeaasbeeeeeeeassbaseeaeeaaaassseeeeaeesassseseeaesaaasnrnns 40
Total Percert FTEs Per 10,000 Members 40
COStS Per MEMDEI PEI IMONTN..... ...t e ettt e e e e e ettt e e e e e e eeabeeeeeeeeaateeeeeeaaataseeeaeesaassseseeaeeaassssneeaaeeansnres 40
Cost Summary
NON-LADOr COSES PO FTE ...ttt ettt e ettt e e et e e e eta e e e e aeeeeeabaee e sseeeesseeeeseaeanssaeeenseeesanseaeassaeeansseesanseeeansneaeanns 40
Staffing Costs per FTE 40
Total Costs per FTE............ 40
FTES PEr 10,000 MEMDEIS......uuiiieeeiiiiiiee e e e ettt e e e e et ee e e e e ssaaeeeeeeeaasseeaeeaeeaaassaaeeeaeeeassseaeeeeasssaeeeaeesaansssaeeeeeesnnnsesenaeeannnsnnneneeenans 40
CoStS Per MembDEr Per MONTN.........ooo it e et e e ettt e e e e e e st e e e e aa e e e ebeeeasaeeesaseeeeaaseeeassaeessseeeansanesansaaean 40
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Tab 4

Case Management

Metric
Case Management Activities
Identified Case Management Cases as a Percent of Total MEMDES. ..........coi e

Screened Case Management Cases as a Percent of Identified Cases...
Opened Case Management Cases as a Percent of Screened Cases

Case Management Cases Entailing Offsite Visits as a Percent of Opened Cases.............couiiiiiiiiiiiiiii i

Number of Identified Case Management Cases per:
LiceNSEA RN CaSE MENAGET ... ..o ieiieiieesiee ettt e sttt e sttt e st e st e s seeeaeesm et e st e ameeeaaeeamte e seeaseeeaseeameeenseeenseeanseenseeanseenneeanneennees
F O T O T Y =T =T 1T
LI =TI 0= TSIV =T = T T SR

Number of Screened Case Management Cases per:
LiceNSEA RN CaSE MANAGET ... ..o ieiieiieeeiee ettt ee et e st et e st et e aneeeaeesmee e st e ameeeaaeeameeeseeseeeeaseeamseenseeenseeanseenseesnseenneeenneennees
All Other CasS@ MBNAGETS. ... .ceiueieiieiieestieeeesteeateestee et esuee e teesseeaseeasee e eeesmeeaaseeameeerseeameeaseeeseeenseeanseenseesmseeaneeanseenseeenseennseenneeaneens
LI =TI 0= TSR =T g F= T T SR

Number of Opened Case Management Cases per:
LiCENSEA RN CASE IMANAGET ... . .eiiiiiiieeiiie ettt ettt e a et e e e et e e e teeeeeabeeeaaseeeeaasseeeaabeeeaaseeaasseeeannseeeamseeaansseaeannseaeanseeaaanseaaann
All OThEr CaS@ IMABNAGETS. ... ...cieiiiieeiiieeeiiie ettt ettt e et ee e e teee e aabeeeaaaeeeaaaseeeaaaseee e beeeaaaseae e nseeenseaaamsbeaeemsseeeanseeaasseaeennbeeeanseeasanseaean
] = O T N 1Y =T =T [T SRR SUPRR

Case Management Cases Opened in Benchmarked Year per 10K MemDErS.........cccuiiiiiiiiiiiieiiie e
Case Management Cases Opened in Benchmarked Year as a Percent of Active CM Program Enrollments................cccceeeeee.

Case Management Cases per 1,000 AQMISSIONS. .......oiuiiiiiieerie et ereeee e st e s te et e s eeeteesaeeateesseeenseeaseesseeeseeanseenseesnseesneeanseennees
AdMIisSioNs per Case ManagEMENT CaASE......ceiuiiiuieiieiieeiieet e see et e st e ateesteeeteesaeeateesseeanseeaseeaneeeaseeanseenseesrseeaneeanseenreeenseesneeennes

Percent of Case Management FTEs that are Case Managers
Percent of Cases ENtailing OffSite ViSItS. ........iuuiii ittt e et e e et e ettt e e eabe e e e anbeeaasbeaeennbeeeanseeaaaneeaean

Case Management ENGagemMENt RATE. ..........oi ittt ettt e e e bt e e e ae e e e s ate e e e sbeeenbeeeeneeeeaanbeaeeanbeeeanseeaeanneens
Active Case Management Cases per Member Under Active Management..............cooiiiiiiiiiriiiene e

Case Management Cases per 10k Members by Major Practice Category
Y L =T T1 A @7 o) aaT o] o= i o] o PSR URT SRR
DiHADELES IMEIIILUS....... ettt h et e bt e bt e e h e et e e e a b e ea et e b e e ea bt e eh et e bt e eh et e b e e e Rt e b et e te e nan e e neeeaeeas

Chronic Obstructive Pulmonary DISEASE (COPD)..........ciiiiieerieeiee st eree et see et e seee et esnee e st e snseenseesneeeseeaneeenseeenseesneeenneenneeens
Coronary Artery Disease (CAD).........ccccceeicereeninenn. ettt e eteteeeteeeateeeaaatee e beaaaaraeaaann
Congestive and Other Heart FailUre (CHF)...... ..o ittt e e e e st e e e e saeeete e enteenneeenneesneeenseenneeennes
Depression..........cceeeeeiiiiiie e
[N [=ToT o] =11 1 4 LTS U PRSI
Rare DiSEAsSE MaANAGEIMENT.......cooiiiii ittt ettt ettt e e e e et e e bt e oo a b et e e s bt e e ottt e ea b et e e eabe e et aab e e e e be e e e e b e e e nabe e e e anees
I = 1157 o] = £ SR
Obesity.....ccocvvveerireneenee.
ACULE INJURY OF ACCIAENL. ...ttt e bttt oot e e oo b et e e st e e s b e e e e st e e e et et e e ease e e e eab e e e e be e e e e anne e e eaneeeenes

Page
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Tab 4. Case Management

Case Management (continued)

Metric

Percent of Case Management Cases by Major Practice Category
L1V = =T a1 A @ oLy 4T o] (o= (o] o SR
I TE=T o= oS USSP

Chronic Obstructive Pulmonary DISEASE (COPD)..........ciiiieerieeiee st eeese et see et esae et e st e ss e snseenaeesneeeseeaneeenseesnseenneeenneenneeens
Coronary Artery DISEASE (CAD)......oeiiieiee et esee et e st ee et e sttt etee st e aaeeameeeaseeenseeaneeenseeameeeseeameeas et enseeamseenseeenneeaneeenneenneeenneennneenes
Congestive and Other Heart Failure (CHEF)...... ..o ittt st s e e e s ee e e sneeete e snteenneeemteesneeenneenneeennes
DepresSsion.......ccceviiee e
[N [T = 1] 41 SRR
Rare DiSEAsSE MaNAGEIMENL.......cooiuiiiiiiiii ettt ettt e e e e et e e bt e e oo a bt e e e s bt e e ottt e e a b et e e ea bt e e e ea bt e e e be e e e e nb e e e abe e e e anee s

Case Management Cost Summary

Cost Summary
Case Management Cases Per MEIMDET...........ooo i ittt e ettt e e et e e e e ate e e ettt e e aaeeeeanbeeaasaeaeennbeeeanseaaaaneeaaans
Members Per Case Managament FTE..... ..ottt e et e et e e e st e e e b b e e e anbe e e e saeeeenbeeeanseeaeanneas
Cases Per Case Managament FTES PO YEAF........ooo ittt ettt e e et e e ettt e e e bee e e nte e e e asbeeeenbeeeenseeaaaneeaean
Cost per Case........oocueeeiiieiiiiieeee e
Cost Per Case Management FTE..............c..........
Case Management FTEs Per 10,000 Members....
C oSt Per MemDBEr Per IMONTN. ..ottt b ettt eh bt esae e e b e e ea bt et et e b e e eabeebeennneenneeeanee,

Cost Summary
[N ol B = o To 0o 1S3 3 o 1= il ol N =PSSO RPUPPR
T aTe J @0 1S] (3 o =1 gl ol I =SSP RRPPI
] €= e XS] 3 o 1=l ol N =TSP PTRUUSPUPURPN
FTEs per 10,000 Members.........

Costs Per Member Per Month
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Tab 5

Disease Management

Metric

Disease Management Activities

Identified Disease Management Cases as a Percent of Total MEMDETS...........oociiiiiiiiiiiii e
Screened Disease Management Cases as a Percent of Identified Cases
Opened Disease Management Cases as a Percent of SCreened Cases.........cooiiuiiiiiiiiiiiiiiii it
Number of Identified Disease Management Cases Per MANAGET ...........coiuiii ittt e e ee et e e e enbe e e aneeeaeanneas
Number of Screened Disease Management Cases per Manager
Number of Opened Disease Management Cases Per MANAGET...........eoiuiiiiieiierieere e st esteeseeeseeeseeeseeeeaeesneesneeesseeeneeesneeenees
Disease Management Cases Opened in Benchmarked Year per 10Kk Members..........c.cooeiiiiiieieenee e
Disease Management Cases per 1,000 AdMISSIONS........coiuiiiiiiiiiiiee ettt e et e e et e e aabeeesbeeeaasbeaeanbeeesanseeaaaseeaeasseeeanseeaann,
Admissions per Disease ManagemENT CASE.........coouii ittt et e e et e e e eteeeesbeeeaaseeeaanbeeeaanseeaanseeeaasseeeeanbeeeasaeaaanneens
Percent of Members Actively Managed through Disease Management Programs...........ccocuerirereerernneeneesieesee e eseee e e e
Active Disease Management Program Enroliments per Member Under Active Management............ccccooiiiiiiiiiiic e,
Disease Management Cases per 10k Members by Major Practice Category
DiHADELES IMEIIILUS ...ttt a ettt ekt e bt e ea et et e e ea b e o e et e b et e e bt e ea et e bt e eh et e b e e e bt e b et e ate e nan e e neeeaeeas
F XS] 1314 T ST P PP R PP PPN
Chronic Obstructive Pulmonary DiSEASE (COPD)..........oiiiiiiiiiiii ettt e st e et ee e s beeeaasbeeeanbeeeanseeeaanneaeeanseeeanneeaanns
Coronary Artery DISEASE (CAD)......eeiiieieeeeieeeeeree et e st e et e st ee e e e st e aaee e teeseeeemseeaseeenseeameeeneeameesseeenseeamseenseeenneeaneeenneeaneeeneennneenes
Congestive and Other Heart Failure (CHEF).... ... ettt ettt e e ettt e e e e e e e et e e e neeeeenbeaeenneeaaanneas
Depression.........ccceeeieeiiiiie e
[N [=ToT o] =11 1 4 LTSRS
RAre DiSEASE MANAGEIMENL.......cooiiiiiiitiie ettt e e ettt e e e et e e et teaeaaateeeaaeeeeaaseeeeanbeeeabee e et s eeeansbeeeanseeaesseaeannbeaeanseaaaanneans
I = 1S o] =T gL (TSRS PRROU SRR
(O] o1 | YU UPR R
(010 T= ST TSRO P PP UPOPRRP
LI =1 I O T =T T USSP R PP UPPTOURROPP
Percent of Disease Management Cases by Major Practice Category.........c.oii ittt
Diabetes Mellitus s
AStIMAL ..
Chronic Obstructive Pulmonary DiSEASE (COPD)....... ..ottt ettt e st e et e e e beeeaasbeeeanbeeeenseeaaanseeeeanbeeeanseeaanns
Coronary Artery DISEASE (CAD).......ooiiuiiiiiiiie ettt ettt et e e ettt e e aatee e e s aeeeabeeaaameeeaeanseeeaanbeeeeseeaasbeaeeanbeaeanseeaeanseeeeanbeeeanneeaeanneas
Congestive and Other Heart Failure (CHEF)....... .. ettt et e e sttt e e e e e e amte e e e aneeeeenbeeeenseeaaanneas
[D=T o (1] (o) PSS UPRRR
[N [=ToT o] =11 1 4 LTSRS
RAre DiSEASE MANAGEIMENL.......coi ittt ettt ettt e e ettt e e e atee e et teaeaaateeeaaeeeeaaseeeeanbeeeeseeeaaseeeeansbeeeanseeaesbeaeannbeaeanseaaaanneans
Transplants.........cccccceeiiieenneen. et
Obesity...
Other......cccoevene
TOMAI DISEASES. ...ttt ettt h et ettt et e e h ettt e ek £ e bt e a e et et ea b€ e R e e ea Rt e Rt e R et e Rt b et e bt e e R et e b e e nhn e e ehe e e bt e nbe e e neenaneenne
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Tab 5. Disease Management

Disease Management (continued)

Metric
Disease Management Cost Summary

Cost Summary

Disease Management Cases Per Member
Members Per Disease Management FTEs
Disease Management Cases Per Disease Management FTEs Per Year..
Cost per DiSease ManagemMENT CaSE........ccuuiiiiiiiiaiiie e et ee e et e e ettt e e e aeeeaaaeeeaaateeaaasseee s beeeaaseeaaanseeeaanseeeanseeaaanseeesanbeaeanseeaaanneas
Cost Per Disease ManagemeENt FTES........ooiii ittt ettt e e bt e e e ate e e e teee e aabeeeeaseea e seeaeaneeeeanseeeanseeeanbeaeanseeaaannes
Disease Managament FTEs Per 10,000 Members....
C oSt Per MemDBEr Per IMONTN.......oiiiiiie ettt bbbttt eae e et e nht e e e s e e e bt e b et e b e e ean e e beesnneennee e

Cost Summary
[N ol B T o To 0o 1S3 3 o 1= il ol N =SSR RPUPPR
Staffing Costs per FTE
] €= e XS] 3 o 1=l ol N =P SUPPRRUSPUPURRN
FTES PEI 10,000 IMEMIDETS...... ittt ettt ettt ettt e e ettt e e e bt e e e beeeeaaaeeeeaabeeeaaseeaeansseeeanseeaasseaeanseee e anseeeanseeaeannbeeeanseeeaanseaann
Costs Per Member Per IMONTh. ... ... ettt e e e b et e ettt e e e st e e e et e e e sb e e e anbeeeeanbeeeasbeaeensaeeeansaeaaanees
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Tab 6

Nurse Information Line

Metric
[a] oo 0l a Yo I O2= 1 53 oYY gl Y] =T 0 o] o =Y o= == SRR

[T oo T8 g T I @211 3 oYl o T | PSP
Inbound Calls per Week

(0701 SR o= g (a1 o ToTU o Lo I 02 | SO UURPPRP

Number of of Hours Nurse Line is Available

Nurse Information Line Cost Summary

Cost Summary

1] oo 0L g Lo I @ = 1 S oYY gl =T 0 4] =Y OSSR
Members Per Nurse INformation-Ling FTE.........coo e e e e et e e e et e e e e e e eeaaar e e e e e e s e ateaeaaeeas
Inbound Calls per Nurse INformation-Line FTE.........ooo it e et e e e e e e e e e e e ste e e e e e s e ntnaeaeaeeessntaseneeeannnsnnnes
Cost per Inbound Call...........cccoooiiiiiiiiiiiiiee

Costs Per Nurse Information-Line FTE
Nurse Information-Line FTES Per 10,000 IMEMDEIS. ........oooiiiiiiiiiiieiiieeeeeeeeeeeeeeeeteeeeeae et teaeaeeetaeetesesssesesassessesessssessessnssssnsnnnsnrnsnnnes
(0701 S R =Y Y L= 4 aT o1l Y /[ o o SRR

Cost Summary
N oY g B = ool g @7 1] (- o =Yl il I =SSR
5= il T B @0 =] £ o T= T N SO SRRRSS
Total Costs per FTE............
FTEs per 10,000 Members .
Costs Per MembEr Per MONTh. ...ttt e et e e ettt e e e sb e e e e beeeeaseeeeaaseeeanseeeanseeaeannseeeanseaeaseeaaanns
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Tab 7

Utilization Review and Appeals

Metric
Medical Necessity Appeals
Percent of Appeals Approved vs. Denied

Internal Appeals
Informal Reconsideration

Percent APPIOVE. ... ... .. e a e
Percent DENIEA. .......cooiiieeeeeeeeeee e

Formal Internal Appeals - Standard

Percent APPIOVE. ... ... . e e e e as
Percent DENIEA. ......ccooiiiieeeeeeee e

Formal Internal Appeals - Expedited

Percent APPIOVE. ... ... . e e e e e e e as
Percent DENIEA. .......cooiiieeeeeeeeeee e

Total Internal Appeals
Percent Approved
Percent Denied

External Appeals
Independent Review Appeals

Percent APPIOVE. ... ... .. e e e
Percent DENIEA. .......cooiiieeeeeeeeeee e

Total Appeals - Internal and External

Percent APPIOVE. ... ... .. e e e as
Percent DENIEA. .......ccooiieeeeeee e

Percent of Total Appeals
Internal Appeals

Informal RECONSIAEIatioN...........ccoiiiiiiiiiiie e
Formal Internal Appeals - Standard.............cccocoviiiiiiiiiiiiiieeeeeeeee e

Formal Internal Appeals - Expedited

Total Internal APPEAIS....... .. s

External Appeals

Independent ReVIEW APPEAIS...........uuiiiiiiiiiiiiiiiiiie e

Total Appeals - Internal and External..................uuuiiiiiiiiiiiiiiee
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All Universes Edition Tab 7. Utilization Review and Appeals

Utilization Review and Appeals (continued)

Metric Page Definition

Appeals per 10,000 Members
Internal Appeals

Informal Reconsideration..................... 104
Formal Internal Appeals - Standard...... 104
Formal Internal Appeals - Expedited.... 105
LI €= LI ) =T T T Y o] =T USRS 105
External Appeals
LLaTo =T o] T oY ) A YT Y o] o oY | 106
Total Appeals - Internal @nd EXIEINAL............oooii i e e e e e e st e e e e e e e st e e e e e e e s neee e e e e e e e e e nnneneeeennnnnnees 106
Total Internal Appeals per Clinical Employee Working on MediCal REVIEW..............coiiiiiiiiiiiiie e e e 107
Medical Review
Number of Episodes Medically Reviewed per 1,000 MEMDETS..........iiuiieiiiiee et e e e s e e e e e s s e e e e e e e nnneeeeeeeeeannnes 108
Number of Claims Medically Reviewed per 1000 MEMDEIS.......coiii it e e e e e e e s s e e e e e s s eeeeeeeennnnneeeeeeeeannnnns 108
Number of Claims Medically Reviewed Per AAMISSION.........coiii it e e e e e e e s st e e e e e e s eeeeeeeaansneneeeeeeann 109
Claims Approved as a Percent of Claims REVIEWET. ...........ooiiiiiiiiiiiiiee e e e ee e e e e e e e e e e e e e e e e e e e snnnnaeeeeeens 109
Claims Denied as a Percent of Claims REVIEWE.............uuuuiuiiiiiiiiii s 110
Percent of Episodes Medically Reviewed by MediCal DIir€CtON...........oouiiiiiire et e e e e e e e, 110
Clinical Employees Working on Medical Review per 10,000 MEMDEIS.........couiiiiiiiiiiiiee e e e e e e e e e e, 111
Utilization ReVIEW COSt SUMMIAIY.......coiiiiiiiiiiiiee ettt e e e e e sttt e e e e e s e eeeeeeeeeaannaeeeeeesaansseeeeeeeeaanssneeeaeesaanseeneeaeeeannn, 111
Pharmacy
Number of Formularies MaiNtaiNed..............ooooiiiii ettt ettt e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e eeeees 112
Does your plan outsource its formulary ManagemMeENt?........ ... e e e e e e e e e e s s e e e e e e s e e e e e e aannnees 112
Does your plan utilize electronic prior @uthoriZation (EPA)?..... ... i e e e e s e e e e e e s e e e e e e e s nneeeeeaeeeeann, 113
What percentage of pharmacy review requests are received Via PATY....... .o 113
Average Turn Around Time for Pharmacy ReVIEWS iN DAYS...........oiiiiiiiiiiiiiiiie et e e e e e e e e e e e e s snneeeeeeeeennn 114
FTEs per 10,000 Members
Pharmacy ReVIeW ClINICAI SEAff.........ooo it e e e et e e e e e e et e e e e e e e e e e e e aane e eeeeeeaanneneeeeeeeannnnnnns 114
Pharmacy Review Non-Clinical Staff 114
Total Pharmacy REVIEW SEaff...... oottt e e e e ettt e e e e e et eeeeeeeesanee e eeeeeeaannseeeeaeeeaannenneeaeeeaaannnee 114
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Tab 8

Quality Assurance and Wellness

Metric

Wellness
Cost Summary
[N oY BT o Lo T 0o XS 3 o 1T il I PO U PR OURPTOPPR
Staffing Costs per FTE...... et
] c= 1o XS] 3 o 1= Tl Sl I =SSO PRSP PR PR PPRUPRPPRN
FTEs per 10,000 Members.........
CostS Per Member Per IMONTN...... ..ottt et e et e e se e et e sne e e naeameeeteeeneeeaneeenseesneeenneesnseenneeenneenns

nx un +

Quality of Care
Complaints about Providers per 10K IMEMIDETS. .......c.cuiiiiiiiie ettt et e e e et e e e aeeeeaaeeeeenbeeeeanseeaeasseaeannseeeanseeaaanseaean

Total Quality Cases Per 1k Members Per MONTN.........c..oii ittt ettt

Percent of Quality Review FTES that @re RIN'S...........coiiiiiiiii ettt st sb et
Percent of Quality Review FTEs that are Non-Clinical
] = LN O T T A o o o1 1Y o] o PSSR UPRPR

Does your plan use the following accreditation agency?

Cost Summary
[N ol B T o To 0o 1S3 3 o 1= il ol N =SSR RPUPPR
Staffing Costs per FTE...... e e e e e e
] €= e XS] 3 o 1=l ol N =P SUPPRRUSPUPURRN
FTEs per 10,000 Members.........
Costs Per Member Per IMONTh. ... ettt et e e b et e ettt e e e s bt e e et e e e sb e e e enbeeeeamseeaaseeaeansseaeansaeaaanees

nx n +
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