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INTRODUCTION AND BACKGROUND

Background

This is the “Operational Metrics” book of Volume II of the
2023 Sherlock Benchmarks for Independent / Provider-
Sponsored Plans (Sherlock Expense Evaluation Report or SEER).
The Sherlock Benchmarks provide statistics and analysis
summarizing the administrative expenses and operational
metrics of 11 Independent / Provider-Sponsored plans. They
are intended to facilitate comparisons for users and to assist in
the management of health plan administrative expenses.

The premises of the Sherlock Benchmarks and a general
description of the Independent / Provider-Sponsored universe
is found in Volume I, Financial Metrics. That volume also
contains an extensive description of the participating plans.

Organization of the Sherlock Benchmarks

The 2023 Sherlock Benchmarks for Independent / Provider-
Sponsored Plans is a carefully compiled and validated
summary of the surveyed operational characteristics of
leading health plans. 11 Independent/Provider- Sponsored
plans participated this year. Collectively, these plans serve
10.5 million people with comprehensive products.

Sherlock Benchmarks assist 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
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granular level. Sherlock Benchmarks are unusually
comprehensive and validated analytical tool.

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 ten product lines and approximately 70 functions.

Volume II: Operational Metrics complements Volume I by
facilitating in-depth analyses of the financial metrics. It is
subdivided into four documents.

Staffing and Compensation focuses on the staffing components
of operational metrics and includes average compensation,
staffing ratios and outsourcing information.

Operational Metrics translates between operational
performance and expense performance. 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 costs of claims per-employee. All functions
are 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
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include metrics of electronic submission, auto-adjudication
and factors requiring manual intervention.

Medical Management Metrics reports the costs and volumes of
key medical management activities.

Health Care Utilization Metrics contains health care utilization
and cost metrics for forty health services, segmented by
product.

In addition to these documents, a comprehensive set of data
definitions and calculation notes, called Common Guidelines, is
provided normally in PDF form for ease of reference.

This document, Volume II - Operational Metrics, is divided
into ten sections:

TAB 1. INTRODUCTION AND BACKGROUND

This section describes the organization and
conventions of the Sherlock Benchmarks.

TAB 2. OPERATIONAL METRICS OVERVIEW

This section presents summary analyses of factors of
costs in each functional area. These factors are, broadly,
demand, unit cost, productivity, and staffing ratios.
Costs are also analyzed in terms of labor and non-labor
costs per FTE.
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TAB 3. SALES AND MARKETING

This section includes analyses related to the entire
spectrum of sales and marketing activities including
functions of Rating and Underwriting, Marketing,
Sales, Commissions (external) and Advertising and
Promotion.

TAB 4. PROVIDER NETWORK MANAGEMENT AND SERVICES

Metrics of services provided by this function are found
here. Provider Network Management and Services
includes activities such as Provider Relations Services
(the initial point of contact (telephonic and written) for
provider inquiries), Provider Contracting, Provider
Audit / Billing Validation and Other Provider
Network Management and Services (including the
maintenance of the provider network, orientation, on-
going education, and in-services with new and existing
providers).

TAB 5. ENROLLMENT / MEMBERSHIP / BILLING

Analyses related to these activities are found here.
Enrollment is the processing of installation, recording
and maintenance of the relationship between the plan
and its members. Membership is the recording of and
changes in demographic information. Billing is the
process and the execution of the submission of
invoices.
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TAB 6. CUSTOMER SERVICES

Detailed metrics relating to customer services are
included in this section. Customer Services responds
to, processes, resolves or provides information for
transactions or inquiries of customers based on
eligibility, contract language, benefit interpretation,
medical management activities, regulatory
interpretation, claims process accuracy and historical
member communications used to provide and
authorize service or payment.

TAB 7. CLAIM AND ENCOUNTER CAPTURE AND ADJUDICATION

Performance metrics of the claims area are found in
this section. This function compares claim application
and/or provider statement with policy file and other
records to evaluate completeness and validity of claims
and settles claims with claimants in accordance with
policy provisions. It also performs COB functions.

TAB 8. INFORMATION SYSTEMS

This section contains operational metrics of
information systems. Information Systems extends and
supports the activities of other functional areas. Its
own activities are divided into costs to keep it running,
costs of software and support, costs to grow the
business and the costs to maintain Information Systems
security.
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TAB9. CORPORATE SERVICES CLUSTER

Metrics relating to Finance and Accounting and the
Corporate Services functions. Corporate Services sub-
functions include Human Resources, Legal and
Facilities.

TAB 10. RISK ADJUSTMENT

Risk Adjustment is the analysis of clinical data to
match government compensation with the risk factors
of members. This includes adjustment for the “three
Rs”: permanent risk adjustment, transitional
reinsurance and transitional risk corridors.

Conventions Used in this Report

In the Sherlock Benchmarks, we analyzed costs 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.

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.

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.

03
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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.

4. Results were carefully validated to identify, and correct
if possible, reporting errors.

5. 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.

We offer a few additional comments regarding Volume II -
Operational Metrics.

1. The information is received through our contact,
typically someone in the finance area, rather than
directly from the operational department themselves.

2. The response rate was considerably lower in
operational metrics as compared with financial metrics.
Operational metrics are largely voluntary to help
assure quality of responses.

3. The components may not sum to totals, for example in
the case of product line breakouts. That is because
response rates varied in each of the component parts
and in totals.

4. Turnover metrics supplied by the respondents, as
opposed to those calculated by us, are normally
calculated as average for the year, as opposed to being
based on year-end and total year ratios.

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

6. A complete description of the characteristics of the
participating plans is found in Tab 10 of Volume I -
Financial Metrics.

Questions and Comments

We invite questions and comments on the
Sherlock Benchmarks.

Douglas B. Sherlock, CFA
President
Sherlock Company

sherlock@sherlockco.com
215-628-2289

P.O. Box 444
Gwynedd Valley, PA 19437

In addition, please know that we support your use of the
Sherlock Benchmarks. We hope that you will not hesitate to
contact us if you have any questions concerning classifications,
calculation methodologies and the application of the Sherlock
Benchmarks to improve the performance of your health plan.
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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

Metric Page Definition Calculation

Product Mix
Percentage Point Change in MiX Of MEMDEISHID.........cccuiiiiiiiie ettt e e et e e et e e st e e e st e e s easeaeenbaeeessseeeannes
Sum of Absolute Values of Percentage Point Changes in Product Mix

Group and Membership Growth
Sources of Membership Growth
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Membership Increase Due to Group Members 24
Membership Increase Due to Individual Members 25
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Sources of Membership Growth
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Independent/Provider-Sponsored Plans

Tab 3. Sales and Marketing

Sales and Marketing

Metric

Quote Activity
All Distribution Systems
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Independent/Provider-Sponsored Plans Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation

Importance and Characteristics
All Distribution Systems
Percent of Total Membership by Segment
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Independent/Provider-Sponsored Plans Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation

Importance and Characteristics
Broker Distribution System (continued)
Average Size of Broker Groups
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Independent/Provider-Sponsored Plans Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation

Importance and Characteristics (continued)
Internal Distribution System
Percent of Members Sold Internally
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Total, Including Individual 80
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Total, Including Individual 85
Compensation
All Distribution Systems
Sales and Marketing COStS PIMPIVL...........ooi ittt e e e et e e st e e ee e s teeeeameeeeaneeeeamaeeenseeesnseeeeanseeeaneeeeanseeeenneeeennnes 85
Sales and Marketing Costs per Quote 85
Broker Distribution System
Broker Commission Costs
Broker Commissions per Broker Member Per MONTN..........c.oii it e et e e s e e e enbeaeenneas 86
Broker Commissions as a Percent of Broker Premium EqQUIVAIENTES.............ccoiiiiiiiiiiii et 86
Broker Commissions Excluding Overrides and Bonuses as a Percent of Broker Premium Equivalents............ccccccovveevienennn, 87
Broker Commissions Excluding Overrides and Bonuses per Broker Member per Month...........ccccooiiiiiiiiieeciec e 87
Broker CommIiSSIiONS PEI BrOKET QUUOLE..........eiiueiiiiiiieetie ettt ettt ettt et e sa e e e be e s eee e bt e amb e e beeeateambeeaaeeaabeesbeeanbeesaeeenbeeseeeanbeean 88
Broker Overrides and Bonuses
Broker Overrides and Bonuses per Broker Member Per MONEN. ..........coiiuiii it e e aeeeenneas 88
Broker Overrides and Bonuses as a Percent of Total COMMISSIONS............coooiiuiiiiiiiiiiiiie e e e e e e 89
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Independent/Provider-Sponsored Plans Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation

Compensation (continued)
Internal Distribution System

Sales and Marketing Costs, Excluding CommisSions, Per FTE........ooo it ee e e e e eneeas 89
Sales and Marketing FTEs per 10,000 Internally Sold Members 89
Sales and Marketing Costs, Excluding Commissions, Per Internally Sold Member Per Month.............ccccoviiiiiieniee e, 89
Internal Commissions per Member Sold by Internal Sales Rep per Month............ccoooiiiiiii e 89
Internal Commissions per Quote Made by INternal SAlEs REP.........coiuiiiiiiiii et eaeeas 89
Sales and Marketing Cost Summary
Total Distribution System
Final Quotes per Sales and Marketing FTE....... ..ottt ettt e s be e bt e sbe e sabeesaeeanbeesaeeabeesnneennee e 90
GroUPS PEI FINAI QUUOLE. ...ttt ettt ettt h e sttt e bt e s ae e e bt e eab e et e e ehee e b e e eab e e e bt e mbe e oa b e e b e e ehbeembeeembeeebeeeabeesbeeanbeennneenneas 90
Groups Sold Per Sales and Marketing FTE.........ouoii ittt et e ettt e et e e e saa e e e asaeeasaseaestseeesasaeeasseeesnseeeesneaeenres 90
Average Group Size€........cccceeeevveviveeeiiiieeenns 90
Group Members Sold per Total Sales FTE 90
Sales and Marketing Costs per Total SAIES FTE.........ccciiiiiiie ittt e st e e et e e et aeeete e e s ssaeeesbaeeessseaessaeesanseeeanns 90
Sales and Marketing Costs per Group Member Per MONEN...........cooiiiiiiiii et s e e st e e e esseeessaeeesnneeeanns 90
Internal Sales Force
Internally Sold Groups Per Sales FTE 90
Average INternally SOIA GrOUP SIZE.........oiiicuiieiiiie ettt e e ettt e e et e e e eaaeeesaaeeeesseeeesaeeeasseeasseeeansseeeassaaesnsaeeeanseeeasseeeanseeens 90
Internally Sold Group Members per Sales FTE.... 90
Sales Costs per Sales FTE.........cccoocvieiiiie e 90
Sales Costs per Internally Sold Group Member Per MONEN...........coiiiiiiiii et e e s e e e et e e seseeeesseeeanns 90

Rating and Underwriting

FINAl QUOLES PEI FTE ...ttt b et h ettt h et e bt e e et e b e e bt e e b et e bt e e ae e e bt e nab e e nbe e e et e e nar e e bt e neneeneeeans 91
Groups PEI FINAI QUUOLE..........eiiiiiie ettt h e e a ettt e e ae e e b et e e bt oo bt e b e e e et e bt e ehe e e bt e e b e e bt e et e e s be e e n e e eneenareen 91
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Cost per Group 91
Costper FTE.....coooieieeee e 91
FTES per 10,000 GroUDP MEMDETS. .......uueiiiiiie et eeee et st e et e e et te e e st eeeaaaee e e ane e e e emeeeesnseeeeamseeanseeeanneeeanseeeanseeeennseeeannneeeanneeenn 91
Cost per Group MembeEr PEF MONTN.........ooo et e e e st e e e st e e e ae e e em et e enseeeeeneeeeeseeeeanneeeeanneeennseeeenneeeeanns 91
Acquisition Cost PEF NEW ENFOIMENT..........ooiiiiieiie ettt e e e e st e e e sa e e s st e e eseeeesseeeesneeeeeanneeeaneeeeanseeesneneeanneeeannns 91
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Independent/Provider-Sponsored Plans

Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation
Sales and Marketing Cost Summary (continued)
Staffing vs. Non-Labor
Sales and Marketing Total Non-Labor Cost per Total FTE..........ooo it e e et e e st e e s e e enneeeeeneees 92
Sales and Marketing Total Staffing Costs per Total FTE 92
Sales and Marketing Total Costs per TOtal FTE.........ooo it s e e e e st e st e e e neeeesneeeenneeeesnneeeeanneeeanns 92
Sales and Marketing Total FTES per 10,000 MEMDETS.........coiiiiiieiieeie et e et e e s e e s e e snee e e sneeeesneeeeanneeeanns 92
Sales and Marketing Cost per Member Per MONTN.........oo et e e e et e e e e e ene e e e nneeeeennees 92
Percent of Sales and Marketing Costs that are Staffing...........cooi i 92
Percent of Sales and Marketing Costs that @are NON-Labor.............ouiiiiii e 92
Percent of Sales and Marketing Costs that @are OULSOUICEA.............oiiiiiiiiiiie e e et e et e e s e e e nnneees 92
Percent of Sales and Marketing Staffing that is QUESOUICEA..............oiiiiiiii e 92
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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.

Metric Page Definition Calculation
Provider Relations Service Metrics:

This sub-function responds to inquiries from providers.

Provider Relations Services Cost Summary
Per Member
Manual Inquiries

Y=o T E= TN g T TU T L= T o1 1V =Y 4 oY OSSR 929
Y 1= 0 g o= o o =Y I =S 929
ManUal INQUINIES PEI FTE PEI Y AT......c ieeeiieieeeiiie e et e et ee e st e e st e e st e e st eesseeeeamseeeaaneeeeamseeeemeeeeanseeeeanseeeaanseeeanseeenanseeesnneeeannnes 929
Provider Relations Services Cost per Manual Inquiry..... 929
Provider Relations Services Cost per FTE............cc...... 929
FTEs per 10,000 Members.........ccccccereriuernnnes 929
Provider Relations Services COStS PIMIPIM...........ooo ittt e e e e et e e e e et e e e e e e eas s e e e e e e e eesaaeeeeeeeeassaneaaeeannsneees 99
Total Inquiries

LI = LI LT ULy =TSR o T=T 1Y =T o oo OSSR 929
Y 1= 0 g o= o o =Y I =S 929
Total Inquiries per FTE per Year.......cccccoeocvvvvieeennns 929
Provider Relations Services Cost per Total Inquiry.. 929
Provider Relations Services COSt PEI FTE ... ..o ittt e st e et e e s e e e st e s nee e e snteeeenneeeeanneeesneeeesnneeeennes 929
FTES PEr 10,000 MEMDETS........eiiiiiiieieiie et e ettt e et e e s e e et e e s eeeeeaneeeeamne e e e ameeeeamseeeeamseeeaseeeeanneeeenseeeamseeeeaneeeeanneeeeanneeennnneas 929
Provider Relations Services COStS PIMIPIM...........coo ittt e e e e et e e e e et e e e e e easa e e e e e e s eesaaaeeeeeeesssaneaaeeannnneees 99

Per Provider

Manual Inquiries

Y=o TOE= TN q T TN T =T oY= el {01V T [ S 100
Providers per FTE.........cccoevieveiiienne 100
Manual Inquiries per FTE per Year 100
Provider Relations Services Cost per Manual INQUITY..........c.uiii it e e e s e e st e e e nee e e s e e e anneeeennneas 100
Provider Relations Services COSt PEI FTE ... ..o oottt e st e et e e st e e st e s nee e e snteeeeneeeeanneeesneeeesnneeeannes 100
FTEs per 10,000 Providers..........cccceeiueeenieeernieeeseee e 100
Provider Relations Services Costs per Provider per Year 100
Total Inquiries

LI = LI LT ULy =TSR o T=T a4 1Yo 1= USSR 100
L 0N 0 oY S oYl N SRS 100
Total Inquiries per FTE per Year et e e e re e e e e e e e aeeeaneen 100
Provider Relations Services Cost per Total Inquiry...... 100
Provider Relations Services Cost PEI FTE..... ..o it e s e e st e et e e snne e e e nneeeeaneeeennneees 100
FTEs per 10,000 Members........cccccvvveiiieeiiieeeneee e et e e e e e e nte e e ane e e et eeanees 100
Provider Relations Services Costs Per ProVider PEI Y. .......cii i iii ettt e et e et e e st e e s e e snneeeeneeeesnneeeennees 100
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Independent/Provider-Sponsored Plans

Tab 4. Provider Network Management and Services

Provider Network Management and Services

Metric

Provider Relations Services Cost Summary (continued)
Staffing vs. Non-Labor
Provider Relations Services Total Staffing Cost per Total FTE............
Provider Relations Services Total Non-Staffing Costs per Total FTE.....
Provider Relations Services Total Costs per Total FTE......................
Provider Relations Services Total FTEs per 10,000 Members...
Provider Relations Services Cost per Member per MONth...........c..oi oot s e e enaea e

Percent of Provider Relations Services Costs that are Staffing...........ccccooiiiiiii e
Percent of Provider Relations Services Costs that are NON-Labor................oooiiiiiiiiiiie e

Percent of Provider Relations Services Costs that are Outsourced
Percent of Provider Relations Services Staffing that is Outsourced

Inquiries
Inquiries per Member per Year, by Mode and Produci
Manual
Y =T o TUE= T @ 1 OSSP P UPRRSP
Paper/Written Inquiries .........
Manual Electronic Inquiries....
TOtal MANUAI INQUITIES. ...ttt et e oo oottt e e e e e s ettt e e e e e e s nseeeeee e e e aneeeaeaaanseseeaaeeeannsbeeeeaeeaannseeeaaaaaansnneaaaens

F T (o]0 g = LYo [ O | STORR PP
] = 1l o o)V 1o [Tl [ g To [ 1= SRR PERP PP
Provider Services INQUIriEs PEr 100 ClaiMS.........cccuiiiiiiie ittt e et e et e et e e e stte e e abeeeassbeeeataeesssseeeasseeeasaeeaanseeeeasseeesnsaeesasseeeanns

Inquiries per Provider per Year, by Mode
Manual
Y =T o TUE= T O 1 SO RP PRSP
(= 1o AT L= o T Lo [N L= USSP UPRRPRPPIN
ManUual EIECIIONIC INQUITIES. ......ceeeiieitiiii ettt e e e oottt e e e e e aeteeeeee e e e abb et eaaeeahseeaeaea e nsseeeaaeeeannbbbeeeaesansseeaaeeaannneees
TOtal MANUAI INQUITIES. ...ttt ettt e oo oottt e e e e e e s tteteea e e e s neaeeeaee s e nneeeaeaaanseseeaaeeesnnbeeeeaeeaannseeeeaaaaansnneaaaeas

F 01 (o) 0 F=1 (=Yo I OF= 11 TSROSO

] = 1 o o)V 1o [Tl [ g To [ 1= SRR PEPR PP
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Independent/Provider-Sponsored Plans Tab 4. Provider Network Management and Services

Provider Network Management and Services

Metric Page Definition Calculation
Inquiries (continued)

Percent of Total Inquiries, by Mode and Product

Manual
MANUAI CalIS......... .ottt e e ettt e e e e et a e e eeeeaaataeeeeee e e saaaeeeee e e asseeeeaasssaseaeeaaansssseeeeeeassseeeeeeeansseeeaeeeennnneeeens 106
Paper/Written Inquiries ........... 106
Manual Electronic Inquiries 107
LI = I, E= T T E= LN T o U= S 107
LU (o] F=1 C=To IO 1 TSRS UO PR SPOPPPPP 108
LI = I 0V To oY [T USRS 108
Percent of Total Calls Received that @re ManUAL..................ooiiiiiiiiiie ettt e e e et e e e e e e e e e e e e eabr e e e e e e e s ensaeeaeeeaenns 109
Product Mix of Inquiries
Manual
MANUAI CalIS........ ..ot e e e e ettt e e e e e oot aeeeeeeeeestteeeee e e e asseeeeeaasssasaeeeeeessssseeeeeenssseseaeeeaassssseaeeeeasssnneeeas 110
(= 1o AT (= o T g Lo [N L= USSP SUPPRPPPPIN 110
Manual Electronic Inquiries 11
TOtal MANUAI INQUITIES. ...ttt ettt e oo oottt e e e e e s ettt e e e e e e anaaeeeee e e e nneeeaeaaanseseeaaeeeannnbeeaeaeeaannseeeeaaaaanssneaaaens 11
P01 (o) F=1 C=Yo I OF= 11 TSROSO 112
] = 1 o o)V 1o [l [ g To [ 1= SRS PPRRRRR 112
Provider Portal
Percentage of Plans With @ ProVider POMaL.............cooiuiiiiiie ettt et e e st e e s abe e e saa e e e saeeesesteeesnsseeeaabeeesnsseaeansnnen, 113
Name and Vendor Of POrtal USEd.............oooo e et e et e e e e e et e e e e e e e et e e e e e e eeataeeeeeeaaesssesaeeeeeannnens 113
Percentage of Providers with Portal Access..........ccccceeuveeennenn. 113
Number of Portal Sessions / Logins per Provider Per Month 113
Accessibility of Provider Services
Average Speed Of ANSWET (ASA), IN SECONUS. ......cciiiiee et e et e et e e st ee e e aeee e e seeeeaeeeeaseeeeaneeeanseeeaanseeeaseeeessaneesnseeeeanneeeans 114
ASA Service Level, at 30 seconds 114
ADANAONMENT RALE........eeiiiiiiieeee ettt e e e et e e e e e s aea e e e e e e e e aaaseeeeeeseasseeeeaaasssseaeeeaasssseeeeeeaanssaeeeaesaanssansaaeeeannnnnns 115
HANAIE TiME, IN SECONAS. ... ..eeiiiii ittt e e et e e e e e et et e e e e e e e ataeeeeeeeeaassaeeeaeeaasaeeeeeeaanssaaeeeeeeeassaeeaeseaanssaeeaeeaannssneneeens 115
Provider Appeals
Percent of Adverse Decisions Overturned ON APPEAL...........uiiiiiiie et eee et e et e e st e e st e e st e e e st e e sseeeeanseeeaaneeeeanneeeenneeeennes 116
Percent of Adverse Decisions UpPheld 0N APPEAL.........co ittt et e et e e st e e e e e snteeeeneeeeanneeeennseeesnneeeanee 116
ApPealS PEr 10,000 IMEMDETS. ... . eeeiieieeiiie et et e et e e et e e et et e e sreeeesseeeeanseee e neeeeemseeeemseeeanseeeeanseeeaanseeeanseeeennaneesnseeeeanneeeann 17
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Independent/Provider-Sponsored 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 IMEMDETS. ... ..ottt e e e oottt e e e e e e ettt eea e e e e eabeeeeee e e asaeeeaaaansseeeeaeeaasssseeaaeeeaansbseeaaesaannseeeaaeaanns 118
Members Per CONraCHNG FTE.........coiiiiiiiiiieiiie ettt e e st e e ettt e e et e e e e seeeesabeee e sbeeeeasaeesseeesnsseeenseeesnsseesanseeessseeennsneeannns 118
Providers per Contracting FTE................ 118
Provider Contracting Cost per Provider................ 118
Provider Contracting Cost per Contacting FTE.... 118
Contracting FTE per 10,000 Members................. 118
Provider Contracting COStS PIMPIM..........ooiiuiiiiiiie et ete e et e e ettt e e et ee e s ab e e e abeeeeesseeesssaeeaasseeasseeeansaeeasseaesnsaeesasseeeasseeeanneeens 118
Staffing vs. Non-Labor
Provider Contracting Total Non-Labor Cost per Total FTE..........cc.oii ittt e e e tee e et e e s naeeesnneae s 118
Provider Contracting Total Staffing Costs Per TOtal FTE..........cooiiiiiiiiie ettt e s s e e e tae e s esteeeasseesanseaeas 118
Provider Contracting Total Costs Per TOtal FTE..........ociiiiiiiieiiie ettt e s e e et e e et e e e s atee e sseeesssaeeesnbeaeesseaessseeesasseeeanns 118
Provider Contracting Total FTEs per 10,000 Members.. 118
Provider Contracting Cost per Member per Month 118
Percent of Provider Contracting Costs that are Staffing............cooiiiiiiiii i e e e 118
Percent of Provider Contracting Costs that are NON-Labor............c..ooiiiiiiii et a e ereee s, 118
Percent of Provider Contracting Costs that are OUESOUICET............ooiiuiiiiiiie e e et e e e saeeesnaeeeans 118
Percent of Provider Contracting Staffing that is QULSOUICEA.............oooiiiiiiiii e a e eaeee s, 118
Number of Providers
Providers per 1,000 Members
L 1TV OF= T ST o 01725 o7 = T TSRS 119
ProfesSSIONal SPECIAIISTS. .....couiiieiiiie ettt e e et e e et e e ettt e e e a et e e e n e e e e te e e n et e e et eeeeanae e e e neeeeanneeeeanteeeeneeeeaneeeeann 119
= T 117 SRS 119
Ancillary... 119
LI ] 2= | TSP U PP O PUPPPPRRRRUIRt 119
Percentage Change in Number of Providers from Prior YE@I..........ooii ittt snee e e e e sneeeennaeeenns 119
L oA o =Y R o1 o 0] o 1 - Tox SRS 119
Percent of Total Providers
L 1TV OF= T oI o 01725 o7 = T TSRS 119
ProfesSSIONal SPECIAIISTS. .....ccueeie ittt e e et e e et e e e ettt e e e ne et e e n e e e e ae e e n e e e et eee e naeee e neeeeanneeeeaneeeenteeeeanaeeeann 119
= T 117 SRS 119
Ancillary... 119
LI ] 2= | TSP U PP O PUPPPPRRRRUIRt 119
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Independent/Provider-Sponsored Plans Tab 4. Provider Network Management and Services

Provider Network Management and Services

Provider Contracting Metrics (continued):

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

Metric Page Definition Calculation

Number of Provider Contracts
Provider Contracts per 10,000 Members

(@72 o] 1 7=1 1] o PSPPSR 120
XIS ] 0 =T [ o TSROSO 120
S T 1o IS T 1V o To T3S OUPTRTP 120
Fee-for-Service 120
B 0] =1 OO PPRPTPPTRPRRIRt 120
New Contracts Signed During Benchmarked Year, But Not Yet Effective in Benchmarked Year per 10,000 Members.............. 120
Percentage Change in Provider Contracts from PriOr YEAI...........cccuiiiiiiiieiiie ettt st e e et e e et ae e e sateeesenseaeannneas 120
Percentage Change in Provider Contracts from Prior Year, by Type
L= o] ) -1 (T o PSS 120
Risk Sharing........... 120
Shared Savings 120
FEE-TOI=-SBIVICE. ... ..ottt ettt e e e e et e e e e e e e aaaeeee e e e e aaeeeeeee e e sassseeseaaasseeeaeeaaasssseeeeeesnnsaeeeeeseanssaeeaaeeannnnneeeas 120
LI ] €= | OO PRSP PP PPPPRRRRIRt 120
Percent of Provider Contracts by Type - Prior Year
L= o) -1 (T o SO 121
L1 Q] = o S 121
Shared Savings 121
Fee-for-Service....... 121
LI ] €= | OO PRSP PP PPPPRRRRIRt 121
Percent of Provider Contracts by Type - Benchmarked Year
L= o) -1 (T o SO 121
L1 Q] = o S 121
ST T 1Yo IR T 1V oo SRS 121
Fee-for-Service 121
LI ] 2= | TSP U PP O PUPPPPRRRRUIRt 121
Percent of Provider Contracts: New vs. Renewed
N [T 070 T3 i = To3 (OO U TR SORUPPPRRRIR 121
Renewed Contracts 121
L] €= 1 0o T i = Tox (3OO PP U S O PP PPPN 121
Percent of Provider Contracts with a Pay-for-Performance Arrangement...........cccoveiiiiiiiiee e 121
Provider Payment
INEW CONITACES......oii ittt e ettt e e e e e oottt e e e e e e taeeeeeeeeeeateeeeeeeeeeaeeaeeeaasssseaaeeeassssseeeeeeassseeeaeeaaasssnsaaeaaaannes 122
RENEWE CONIIACES. ......eeiiii ettt e e e e e ettt e e e e e e eataeeeeeeeeeaseeeeeeassaseaaeeeeasssaseeeeesessseeeaeseaastsnsaaeaaaannes 122
Provider Credentialing TimMe...... ..o sme s s sn e s s m e s s e e e an e se s me s s e e £ e e ame e s e an e e e ne e eseane s ssmnesssannennsnnnnnssnnes 123
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Tab 5
Enroliment / 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 IMEIMDET........ ..o ettt e e e ettt e e e e e e tbe e e e e e e sabeeeeaeeaannseeeaaeeaannnneeaaaaaanns 129
Members per FTE 129
Manual Member Transactions PEr FTE PEI YT ..... .o ettt e e e e e ettt e e e e e b et e e e e e e ntreeaaaeaannnneeaeas 129
Enroliment Cost per Manual Member TranSACHON. ..........cc.uiiiiiie et cieee et ettt e et e et e s e e s s tae e e eteeessseeessseeesnsaeesnsseassnseeeannes 129
CoStS PEr FTE.....oiiiiiie e 129
FTEs per 10,000 Members 129
CoStS PEr MEMDET PEI IMONTN.......oiiiiiie ettt e e e e e et e e staeeesstee e e sseeeanseaaasseaesnsaeesssseeeansseeeansaeeassaassnsnnennes 129
Total Transactions
Total TranSaCONS PEF MEIMDET.........oo oottt e et e e et e e e st e e s e e e saneeeennseeeenteeesnseeeeanneeeaanseeeenneeeeansneennnen 129
Members per FTE........ccccoovvvieeeiieeene 129
Total Transactions per FTE Per Year........ovo i 129
Enrollment Cost per Total Transaction.................. e e e e e e are e e e e e e naeenneen 129
COStS PEF FTE. ... e e e e e e 129
FTEs per 10,000 Members......... et eee e neee e e e an—e e e e e e e e nteeeaneeeeanees e e 129
(070 ES 8 o T V1= 3 g o= =Y Vo T o oSSR 129
Staffing vs. Non-Labor
Enroliment Total Non-Labor Cost per TOtal FTE...........oo oottt se e e st e e e s e e e nee e e s nee e e e nneeeeaneeeenneeeeennes 129
Enroliment Total Staffing Costs per Total FTE..........coooiveiiieieeeeeee e 129
Enrollment Total Costs per Total FTE.................. e e e e e e 129
Enrollment Total FTEs per 10,000 Members.... e e e [ 129
Enroliment Cost per Member Per MONTN..........oo et e et e e e st e e st e e s e e e anse e e enneeeeaneeeeanneeeeanneeean 129
Percent of Enroliment Costs that are Staffing.............ooo it e e st e e nte e e e e e eneee s 129
Percent of Enroliment Costs that @are NON-Labor..............uiiiiiiiiii et e e e e e e e e e e e s e saraaeaaeeaeanes 129
Percent of Enroliment Costs that are Outsourced 129
Percent of Enrolliment Staffing that is Outsourced 129
Transaction Processing
Group Transactions per 1,000 Members
N TS €T TU o TSROSO UPPPRR 130
Renewal / Maintenance 130
I e=1 I €T TUT o O POURPRRPPRTRN 131
Group Transactions per Group
New Group TranSaCtioNS PEI NEW GIOUD.........cccuuieiiuiieeiieeeeitieeeaitteeeeteee e teeeassseeeasseesasseeessseeeasseeeaaseeeasseeaasseeessaeesasseeeansseesanseeenn 131
Renewal/Maintenance Transactions per Renewal Group. 132
TOtal GrOUP...c.eeiee ettt e 132
Note: Total Enrollment Transactions PEr GrOUD PEI YEAT........ccuuiiiiuieeiiuiieeiieeeeitteeeeteeesetaeeeeteeessseeeessaeessseeesasseasssseeesssseeesseeennnns 133
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Independent/Provider-Sponsored Plans Tab 5. Enrolliment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation

Transaction Processing (continued)
Composition of Total Group Transactions

N Lo €T TU o TSP SURPTPTR 133
Renewal/Maintenance 134
I e=1 I €T TUT o TSP SUPP PRSI 134
Member Transactions per Member
Manual
Electronic Transactions Requiring Manual Intervention 135
All Other Manual.............cccouvvieeiiiiiiieee e 135
Total ManUAI TraNSACHONS. ........uiiiiiiiiiiiiee et e e et e e e ettt e e e e et be e e e e e e e aaaaeeeeeeseassaeeeaaasssseaeeeeeessseeeeeesaaassaeeaaeeaannnneeeeeas 136
Automated
[ 1= B (o T £ Y o SRR 136
Received on a File................... 137
Total Automated Electronic 137
Total MEMDEN TrANSACHONS. .......uuiiii it e et et e e e ettt e e e e e et aeeeeeeeeeataeeeeeeeaassseeeaeessssaeeeeeesssseeeeeeeasssaneeaeeansssnsaeeeannnnes 138
Note: Total Enrollment Transactions per MEemDEr PEI YT ........ccouiiiiiiieeiiee et e et e et e st e et e e st e e see e e e nneeeeaneeeenneeeeennes 138
Composition of Total Member Transactions
Manual
Electronic Transactions Requiring Manual INterveNtioN............oo i e e s e e e e s e e eneeeenneeas 139
All Other Manual.............cccovviieiiiiiiieee e 139
Total Manual Transactions 140
Automated
1= o B (o T V£ (Y o SRR 140
Received on a File................... 141
Total Automated Electronic 141
Total MEMDEN TrANSACHONS. ........uiiii ittt e et e e e e ettt e e e e e et aeeeeeeeeeataeeeeeeeaaasseeeaeeassssaeeeeeansssseeeeeeanssaneeaesannnssnsaeeeeannnes 142
Note: Percent of Member Transactions Submitted Electronically that Require Manual Intervention.............ccoccoveviiniiieeiienenn, 142

Enrollment Portal
Percentage of Plans with an Automated Enrollment POrtal.............oooiiiiiii it e e e 143
Name of Software and Vendor of Automated Enroliment Portal Used 3

Average Enrollment Processing Days
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Independent/Provider-Sponsored Plans Tab 5. Enrolliment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation

ID Cards
Percent of Members that Received Card Before Effective Date..........c..ooviiiiiiii i
Percent of Members that Received Card Within 30 Days of Plan Receiving Paperwork.............cccvoiieriieiiiee e,

-
N
o

-
N
o

| —
S
~

NUumber of Cards ISSUEA PEI IMEIMDET..........coi ittt e e e s e e ettt e e st e e e e ane e e e ann e e easeeeaneeeesmseeeeneeeeanneeeennneeeenanennnnes

Billing
Percent of Bills Paid BEfOre DUE DAte..........coiuuiiiuiiiiiaiiiaie ettt ettt e sttt et e sat e e bt e s ateesbeeeheeeabeeabeeembeaaaeeanbeesbeeanbeeaneeaneennneanee
Average Number of Days that Bills Were Sent Prior to Due Date....
Total Number of Bills SENt PEI IMEMDET........c.cuiiiiiiie et e ettt e e et e e e et e e e sasaeeebeeesasseeesasaeeeasseeeasseeeanseaesssseeeanres

—
~
o

—
~
co

—
~
©

Percent of Number Invoices Paid, by Type
(07 =T [ 9 07 (o IR OO OPRPUPRRRSOPPPIN
ACH AN WITE....eeeeeeeeeee ettt e e e e ettt e e e e e e tt et e e e e e e e eaeteeeeeeeeeteeaeeeaasssasaaeeeeeassseeseeeeeasssseeeaeeaassssasaeeaaannes
L= 10T CY O] =Y o &SP
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Percent of Dollars of Invoices Paid, by Type
(07 =T [ 4 07T (o IR OO RS OPUPUPRRRSSPPPIN
ACH AN WITE....eeeeeeeeeee ettt e e e e ettt e e e e e e tt et e e e e e e e eaeteeeeeeeeeteeaeeeaasssasaaeeeeeassseeseeeeeasssseeeaeeaassssasaeeaaannes
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Dollars of Invoices Paid per Invoice, by Type
(07 =T [ 4 07T (o IR O RS OPRPUPRRRSUPPPIN
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Independent/Provider-Sponsored Plans Tab 5. Enrolliment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation
Group and Membership Characteristics Affecting Total Transactions

Percent Change in NUMDET Of GrOUDPS. ........uiiiiiiiiiiiie et e et e ettt e ettt e st e e e et eeessteeeasteeeaasseeeasseaeasseesasseeeansseeeasseeeasseeeanseaessssneesnses 159

Net Membership Growth Within RetaiNed GrOUPS..........cc.uiiiiiiiiiiiie e eeee ettt e ettt e st e e st e e e sae e e e steeessteeesasseeeasbeeesssseaesnseeeansseeeans 159

Percent Change in Number of INdiVIdUal MEMDETS............ooiiiiiiiiie ettt e e e e e e et e e s ae e e e aabeeesnsaeaesnsaeeannes 160

Average Size of Group, INCIUAING INAIVIAUAIS. ............ooiiiiieiie e e st e e et e e e et e e e esteeesaneeeesnsaeesasseaesnsaeeenes 160
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I 1 x I x

Inx 1 +

Tab 6

Customer Services

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

Metric

Customer Services Cost Summary

Y E= o TOE= T a T TU L= T o1 1V =Y o 4] T SRR
Members per FTE.......ccccoovvviieiieeee

Manual Inquiries per FTE per Year
Customer Service Cost per Manual Inquiry
(0707 £ o 1Tl I =
FTEs per 10,000 Members....................

Costs per Member per Month

Staffing vs. Non-Labor
Customer Services Total Non-Labor Cost per Total FTE..........oooiiiiiiiie ettt et e et e e s e e e s e e e nneeeeeneees
Customer Services Total Staffing Costs per Total FTE...........
Customer Services Total Costs per Total FTE............cccc.......
Customer Services Total FTEs per 10,000 Members....
Customer Services Cost per Member Per MONh..........oo et e e st e e et e e e s nee e e e nnneeennneeeens

Percent of Customer Services Costs that are Staffing..........cooiiiiiiii e e
Percent of Customer Services Costs that are Non-Labor

Percent of Customer Services Costs that are Outsourced
Percent of Customer Services Staffing that is Outsourced

Inquiries
Inquiries per Member per Year, by Mode and Produci
Manual
Y =T o TUE= T O 1 SO RP PRSP
Paper/Written Inquiries ...........
Manual Electronic Inquiries
TOtal MANUAI INQUITIES. ...ttt ettt e oo oottt e e e e e e s tteteea e e e s neaeeeaee s e nneeeaeaaanseseeaaeeesnnbeeeeaeeaannseeeeaaaaansnneaaaeas

F T (o]0 g = LYo [ O RO RORRRPP
TOtal MEMDET INQUITIES .....eeiiiiieiiie ettt ettt e e e ookttt e e e e e at et eeaaeeeaasbeeeeaeeeaanseeee e e aaneeeeaae e e e nnbeeeaaeeeannseeeaaeeaannsbaeaaaaaannne

Customer Services INQUIMES PEI 100 ClAIMS...........iiiiiiie ettt e e e et e e et e e e e eseeeeaasseeeasaeeaaaseaeesseeeesseeeansseeeanseeeesseasenses
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Independent/Provider-Sponsored Plans Tab 6. Customer Services

Customer Services

Metric Page Definition Calculation

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

Manual
MANUAI CalIS........ ..ot e e e ettt e e e e e oottt eeeeeeeeeataeeeeeeeeeaaseeeeeaaassaeaeeeeeesssseeeeeeessseeeeeeeaasssassaeeeeasssneeeens 170
(= 1o AT L= o T Lo [N = PSSRSO PPPPIN 170
Manual EIECIIONIC INQUITIES. ......ceee ittt ettt e e e oottt e e e e e aeee e eeee e e aaabb et eeeeeabseeaeaea e nseseeaaeeeannnsbeeeaeeannsneaaaeaannneees 171
TOtal MANUAI INQUITIES. ...ttt ettt e oo oottt e e e e e e s tteteea e e e s neaeeeaee s e nneeeaeaaanseseeaaeeesnnbeeeeaeeaannseeeeaaaaansnneaaaeas 171
F U1 (o]0 =1 C=To I OF=1 [OOSR 172
TOtal MEMDET INQUITIES .....eeii ittt e e e oottt e e e e e e te et eeeeeeeaasbeeeeaeeeaanseeeeaaaansaseaaeee e nnbeeeaaeeaannseeeaaeeaannsbaeaaaaaanne 172
Percent of Total Calls Received that are ManUAL...................oooiiiiiiiii et e et e e e e e e e e e e aae e e e e e e, 173
Product Mix of Inquiries
Manual
MANUAI CalIS........ ..ot e e e ettt e e e e e oottt eeeeeeeeeataeeeeeeeeeaaseeeeeaaassaeaeeeeeesssseeeeeeessseeeeeeeaasssassaeeeeasssneeeens 174
Paper/Written Inquiries 174
ManUual EIECIIONIC INQUITIES. ......ceeeiieitiiii ettt e e e oottt e e e e e aeteeeeee e e e abb et eaaeeahseeaeaea e nsseeeaaeeeannbbbeeeaesansseeaaeeaannneees 175
TOtal MANUAI INQUITIES. ...ttt ettt e oo oottt e e e e e e s tteteea e e e s neaeeeaee s e nneeeaeaaanseseeaaeeesnnbeeeeaeeaannseeeeaaaaansnneaaaeas 175
F N0 (o) 0 F=1 C=Yo I OF= 11 TSROSO RRR 176
TOtal MEMDET INQUITIES .....eeii ittt ettt e e e oottt e e e e e ekt e bt eeaeeeaanbeeeeaeeeaanseeee e e aneeseeaeee e nnbeeeeaeeeannsbeeaaeeaannsbaeaaaaaanne 176
Reasons for Inquiries Per Member Per Year, by Product
LT 0 T= 1 1 o (o H SRS 177
Elgibility.......cooviieiiieieicec e - e 177
Claims Status.... e 178
Provider CheCK.........occuuiiiie e et e e ——eaeeeaa———aaeeaaa———aaaeaaaan 178
Billing & ID Cards........cccceveeiieeeniiee e e e et e e e e s 179
Complaints / Grievances... eree e e e 179
(O 1= SRS PO PP PPRTRR SRR 180
LI = L LT 0T3-S 180
Reasons for Inquiries as a Percent of Total Inquiries
Benefit Lookup 181
Eligibility 181
ClAIMS SEATUS. ....eeeieiiieee ettt oo oo oottt eeeeeeeteteeeeeeeeeasteeeeeeeeaseeeaeeeaassssseaeeeeesaseeeeeeeaansseeaaeeaaansaaeaaeeeaannes 182
PrOVIAEIT CRECK. ...t ettt e e ettt e e e e e et et e e e e e e eataeeeeeeeeeaeeeeeeeastasaaaeeeeesssaseeeeeeesssseeeaeeaaasssesaeeaaaannes 182
Billing & ID Cards.............. 183
Complaints / Grievances... 183
Other.....cooecieeeeeeeiieee. 184
i)tz 1 L To [T 1= TP PUTR PP 184
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Independent/Provider-Sponsored Plans

Tab 6. Customer Services

Customer Services

Metric

Member Services Outsourcing
Percent of Plans that Outsource the Handling of any Manual INQUINIES...........cooiiiiiiiiie i
Percent of Plans that Outsource Manual Inquiries that Include Outsourced Manual Inquiries in Total Manual Inquiries...
Percent of Manual Inquiries that are handled by OUtSOUIrCEd VENAOIS..........ooiiiiiiiiiiee et e e,

Member Portal
Number of Portal Sessions / Logins per Member with an ACCOUNt PEF YEAI...........cccuiiiiiiiie et
Percent of Members with Registered Accounts
Name and Vendor of Portal Used....................
Percentage of Plans with a Member Portal

Call Center
Average Speed of Answer (ASA), in Seconds
ASA Service Level, at 30 Seconds
Abandonment Rate..............cc..uueeee
o (ol o B I =T 013 (Y RO EERRRROOSR
PEICENT HOI. ... . i oottt et e e a——a———aa—eaa—eaaeaaaessaeaabeaeeeeeeeaeea et aaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaans
[ =10 1o (LT T L= TR ST oTo) o T £ TR

Quality
CUSLOMET SEIVICE INQUINY ACCUIACY......cccuiieiieiieeeittee e ettt e e etteeeateeesstseeesteeeaasseeeaasseaeassaeesasseeeassaeeasseeeansseeaansaeeesseaesnseeeeasseeeasseennnsans
Percent of Members Satisfied
Net Promoter SCOre (NPS)® - IMEBMDEIS.........ccccuuiiiiiiteeiiie e cieee ettt e ettt e e et e e e teeeessteeeaasseeeaaaeeeassaeesseasssseeesasseeeansseesasseaesnsseesanseeennnns
Net Promoter SCOrE (NPS)® - GrOUPS. ......ccicuiieiitiieeiieee ettt eatteeaeseaeeteeaeesseeeaasaeeaasseeesasseasassseesasseesssseeaasseeeasseasssseeessseeesseesanssenean

Timeliness of Customer Services Response
Days to Resolve Inquiries
First Call Resolution Rate

Member Appeals
Percent of Adverse Decisions Overturned ON APPEAL............uiiiiiiie et eee ettt e et e e st e e e e e e st e e sseeeeaneeeeaaneeeeaneeeenneeeeannes
Percent of Adverse Decisions UpPheld 0N APPEAL.........co . iii it e e e e et e e s e e e e e st e e sneeeeanneeesnneeesnneeeenee

P o) o T=T= 1 3 o= g L0001V =T 4T o T S
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I 1 x I x

I x 1 x 1l x

Inx 1 +

Tab 7

Claim and Encounter Capture and Adjudication

Metric

Claims Cost Summary
Suspended Claims

S TU LS o =g Lo [ Yol O F= 10 g E o1l 1Y =Y 4T oY SRS
Members per FTE.......cooooiiiiiiie e e
Suspended Claims Processed per FTE PEr Year.......cocociii e
Cost per Suspended Claim.........cccceeveieeriienennns
Costs per FTE.......ccccceeviieeenne
FTEs Per 10,000 Members........
Costs per Member Per Month

Total Claims
Claims ProCeSSEA P IMEBIMDET..........ueeiii ettt e et e e e e e e e e e e e e eaabaeeeeeeaaasssaaeeeaassseeeeeeeaassseeaaeeannssaneeaeeannssseeeas
Members Per FTE..........ccooviveieinnnn.
Claims Processed Per FTE Per Year..
Cost per Claims Processed.................
Costs Per FTE.......cccoooeiiiieeeeeeeieeee e
FTEs Per 10,000 Members........................
Costs Per Member Per Month....................

Staffing vs. Non-Labor
Claims Processing Total Non-Labor Cost per TOtal FTE.........c..oo it e e e e s nee e e s e e enneeeeneees
Claims Processing Staffing Costs per Total FTE...........oo i
Claims Processing Total Costs per Total FTE...............
Claims Processing Total FTEs per 10,000 Members............... e eeeeeateeeaaeeeeaeeeeateeeaaeeeaaneeeeaneeeenaeeeaneeeans
Claims Processing Cost per Member PEr MONTN...........oii it e st e et e e st e e st e e e snteeeaneeeeanneeeenneeeeeneees

Percent of Claims Processing Costs that are Staffing..........ccooo i e e
Percent of Claims Processing Costs that @are NON-Labor.............coiiiiiiiii et e e s e s e e s nnee e e sneeee s,

Percent of Claims Processing Costs that are Outsourced
Percent of Claims Processing Staffing that is Outsourced

Volume of Claims

Receipts
Total RECEIPES Per MEMDET PO YEAT......cco ettt e et e e et e e st e e e see e e amte e e seeeeanneeeeanseeeenneeeeanteeeanneeeeanneeenn
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Independent/Provider-Sponsored Plans Tab 7. Claim and Encounter Capture and Adjudication

Claim and Encounter Capture and Adjudication

Metric Page Definition Calculation

Volume of Claims (continued)
Receipts Rejected as Incomplete

Total Receipts ReJected Per MEMDEI P YT . ... ..o ittt ettt e e e e ettt e e e e e abb e e e e e e e s asebeeeaeaanseaeaaaeann 201
Total Rejected Receipts as a Percent of Total RECEIPLS. .......ccuiiiiiiiiiiiiie et e e tee e e e e st e e e eneaeeennes 201

Processed Claims

Paper Claims Processed Per MEMDEI PEI YEAI...........ociiuiiiiiiii ettt ettt e et e st e s e e e sat e e e staeeeesteeeennreeeaseeeeanseaeenses 202
Paper Claims Processed as a Percent of Total ClaimMS.........c..iiiiiiiiiiiie ettt sae e et a e e tae e e enre e e senaeeeanneeeas 202
Electronic Claims Processed Per MEMDEr Per YEAT..............uui oottt e e et e e e e e et e e e e e e e aaaneeas 203
Electronic Claims Processed as a Percent of Total Claims............o.oooiiiiiiii oot e e e e e e e eanes 203
Total Claims Processed Per Member Per Year................ 204
Total Claims Processed as a Percent of Total Receipts 204
(@70 o 1T ol o7 ] - T/ o P 205
Pharmacy Claims Processed Per MEMDEI PEI YEAI..........ccocuiii e ceiie ettt ettt etee e ettt e e st e e s sabeeseaseesensaeesasseeesnseeesanseeean 206
Behavioral Health Claims Processed Per MemMbEr Per YEaT............ooooo oo, 206
Pharmacy Cost per Pharmacy Claim PrOCESSEA. ........ccoiuiiiiiiiieiiie e et st e e e st e e st ee e e st eesn e e e saeeeaanseeesnneeesanteeeanneeesanneeenn 207
Behavioral Health Cost per Behavioral Health Claim ProCeSSEA.........c..oiiiiiiiiiiie et enee e 207
Autoadjudicated Claims
Paper Claims Autoadjudicated Per MEMDEr PEI YEAI...........ccoouiiiiiie ettt ettt e e st e e s e e e enaeeesenseeesnneeeanns 208
Paper Auto-Adjudication Rate 208
Paper Claims Autoadjudicated as Percent of Total Claims Autoadjudicated.............cc.cooiciiiiiiiii i 209
Electronic Claims Autoadjudicated Per MEMDEr Per YA ...........cociiiiiiiie ettt s e et a e s te e et e e e sabe e e snaaeessseaeenses 210
Electronic Autoadjudication Rate............c..coiiiiiiiiiii e 210
Electronic Claims Autoadjudicated as Percent of Total Claims Autoadjudicated 211
Total Claims Autoadjudicated Per MemMDEr PEI YEAT............oii ittt e et e e et e e e st e e s s e e e sabaeeessseeesssaeeeanseeeanns 212
Total Claims AULO-AdJUICAtION RALE...........eiiiiii ettt e e sttt e e et e e e e be e e ettt e sssseeeesseeeasaeeesnssaeessseaesssaeaeanseneanns 212
Suspended Claims (Claims Requiring Manual Intervention)
Paper Claims Suspended Per Member Per Year 213
PaPEr SUSPENSION RALE........cutiiiiiiie ettt e e e e e e et e e e tae e e e taeeeesteeeeseeeeasseeeaasseeeensseaasseaeassseeeasseeeansseeeanseeaeasseeesssaneensseneanns 213
Electronic Claims Suspended Per MEMDEIr PEI YEAI............cii it ettt e et e e et e e s st e e s s e e e sabeaeessseaessseeesanseeeanns 214
ElECtroNiC SUSPENSION RALE.........cciiiiiiiiiii ettt et e e ettt e et e e e s beee e saeeeaaseeeeesseeeasaeeeasseeeansseeeanseaeessaeeeanseeeanseeeanseaens 214
Total Claims SUSPENdEd Per MEMDEI PEI YT .........cciiii i ettt e ettt e et e e et e e e sbeeeeasseeessaeeasseeessaeeasnseaesasseaeenseeesasseeennns 215
TOtAl SUSPENSION RALE.......ctiiiiitiie ittt ettt et e e ettt e e st eeeeate e e s aaeeeaateeeesseeeesseeeaasseeeaseee e sseeeanssaeeasseeeanseeeaasseeesssaasansneennsnens 215
(0705 g o1 ST T o =T g o [=Yo @1 =1 {4 o TSP R SPPPRRPPPRN 216
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Independent/Provider-Sponsored Plans Tab 7. Claim and Encounter Capture and Adjudication

Claim and Encounter Capture and Adjudication

Metric Page Definition Calculation

Volume of Claims (continued)
Adjusted Claims

Total Claims AdJUSTEd Per MEMDEI PEI YEAF.........ccciii ettt ettt e e st e e e e e s tae e e e sseeeaesteesnsaeeeasseeeessaeesesseeeasseesanseaens 218
Total AQJUSTMENT RATE..... ..ttt e oottt e e e e oottt t e e e e e e e st beeeeaeeabe et e e e e e e nneeeeeaeeeennbbeeaaeeaannsbeeeaaeaannnnneens 218
Percent of Adjusted Claims, by Type
L P T T o PSSP UPPPRRPPUI 218
All Other 218
Total Number of Adjusted Claims 218
Denials
Denied Claims Per MEMDEI PEI YA ..........oo o e e e e e ettt e e e e et e e e e e et e e e e e e e eeateeeeeeeeearaeaaeeaanns 219
DENIEA ClaimMS RALE........eeiiiii ittt e e e e e e ettt e e e e e e e ttaeeeeeeeeatsaeeeeeatssaeeeeeeesssseeeeeesassseeaeeeaansaasaeeaaannees 219
Paid Claims Per MEBMDEI PEI YA .......coco oottt e e ettt e e e e e ettt e e e e et e e e e e e e eataeeeeeeeeeaaseeeaeeeeanssseeens 220
Paid ClaimS RALE.........cooiiiiiiiie et e oottt e e e e e et et e e e e e e eeatteeeeeeaateeeeaeeeeeaataeaeeeeeeaaaaeeeeeeeaantraeeaeeeaanaaaeens 220
Capitation
Encounters Paid via Capitation Per MembDEr PEIr YEAT..........c..oii ittt ettt e e st e e e s a e etae e e enteeeanaeeeanseaens 221
Encounters Paid via Capitation as a Percent of Total Claims...........c..coiciiiiiiiii it e e e e nae e 221
Healthcare Expenses per Encounter paid via Capitation...........c..oiiiiiiiiiiii et e e e e e e s e e e 222
Healthcare Expenses paid via Capitation as a Percent of Total Healthcare EXpenses..........ccooeveriiiiiiee i 222
Claims Processing Steps, Percent of Previous
Total Claims Processed, PMPY 223
Denied Claims.........cccccceecvvveeeeenne 223
o] t= 1Y o] o 1= Y= 1L PRSP UPPPR 224
(O 72T (0 =Y o OSSO S PUPURURRRPPPN 224
L6 o] o =Y o USSP PTUPRRt 225
Speed of Claims Processing
Average Payment Period in Days 225
Average INventory in DayS........ccooveeeiiiiie e 226
Average Claims Inventory as a Percent of Total Claims Processed 226
Percent of Claims Processed Within the Following Days of Receipt:
227
227
228
228
229
Timing of Claims Payment
Average Days Incurred to ReCEIPE OF ClIAIM..........iiiiiiiieiie e et e e e st e e saee e e sns e e enaeeeenseeeeaneeeeaneeeeanneeenn 230
Average Days Receipt of Claim to Payment Approved 230
Average Days Payment Approved to Payment................. 231
F N = Yo T B =N [ ToTU 4 =Y o IR (o TN = 1Y/ 0 =Y o | SO R 231
(O =TT o TR U Ty 1N o T8 o I I T (7N I SR 232
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Independent/Provider-Sponsored Plans Tab 7. Claim and Encounter Capture and Adjudication

Claim and Encounter Capture and Adjudication

Metric Page Definition Calculation
Quality of Claims Processing
[0 = T e o1 = Lo VA =T o Y o USSP 233
FreqUENCY ACCUIACY PEICENL........coi ittt ettt e et e et e e et ee e seeeeamee e e e nee e e aaneeenaeeeeaseeeeameeeeanseeeanseeeeanneeesnseeeennneeenan 233
Interest Paid Per Claim PrOCESSEA. .......ccuiieiiiiee ittt e e et e e st e e e at e e st eeeanteeeaaneeeans e e e eneeeeamseeeeaneeeeanseeeeanneeeennneeennnneen, 234
Interest Paid as a Percent of Total Health BENETitS. ..........ccuuiiiiiiiii e a e e e anaeee s 234
EOBs (Explanation of Benefits)
Percentage of Plans that Allow Members to Opt-Out of Paper EOBS.........ccooiiiiiii e 235
Percent of EOBS SeNt EIECIIONICAIIY............coiiiiieiiiie ettt e et e e st e e e a e e sn e e amse e e eneeeeenteeeeaneeeeaneeeeanneeeenaneennnes 235
Total EOBS SENt Per MEIMDET PEI YEA.......... e it e et e e e e e et e e e et e e e e e e eeataeeaeeeeaeasseeaeeeeennnnnes 236
Total EOBS Sent per Claim PrOCESSEA.........cciiiiiiiiiiie et e et ete ettt e st e e et e e e sttt e e ateeeaasseeeasseaeaseeesasseaesnsseeaasseeeaasseeeanseaesssseenannes 236
COB and Subrogation
COB and Subrogation Recoveries Per Dollar 0f COB COSt........oiuiiiiiiieeiiiie e see et e e e s e s e e s e e eneeeesneeeeennneeenns 237
COB and Subrogation Recoveries as a Percent of Health Benefits, Plus Recoveries 237
Net Recoveries as a Percent of Health Benefits, PIUS RECOVETIES...........ccooiiiiiiii e 238
1TV O 1= Y o o4 o Y- T o USSR 238
Pay-Then-Pursue 238
PUMSUE-TREN=PAY ...ttt ettt e e et e ettt e e e a et e e ae e e e emee e e e seeeeamseeeanee e e eas e e ennseeeemeeeeeaseeeeamneeeenseeeanseeeeanteeeanneeeeanneeenn 238
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Tab 8

Information Systems

Metric

Information Systems Cost Summary
Total FTEs per IS FTE....

D SN 0o 3 oY g o] = I o I SO PPROPRRRSPRR
= IS Costs per IS FTE.......cccc.ccevveennee.

X IS FTES per 10,000 MEMDETS.........ccciiiiiiiiiee et eiee ettt ste e e e et e e e et e e e taeeesnseeeaenbeeeeneesanseens
I 070 A o1 1Y =Y g T = o1l 1Y o o1 o PSSP PPRROPI

Effect of IS Allocated by Supported Functional Area

IS After Allocation as @ Percent of TOtal IS...........o.oiiii et e e e et e e e e e et e e e e e e e et e e e e e e e e easaeaeeens
D o= I ES 3 V1 Y TR
= |S Costs PMPM, After Allocation............ e e —————
X Non-IS Costs PMPM, After Allocation.................cccccoeerenn.. reeaneen—————————————————————
= Total AdmINIStrative COSt PMPIV......... .ottt e e e et e e e e e e eta e e e e e e e et eeeeeeeeaataeeaaeeeatsaeaaeeaeainnnens

Internal vs. Outsourced FTE Costs
Internal IS EXPeNSES PEI INEEINAI FTE..... ...ttt e et e e ettt e e st e e e abe e e eaeeeeeaeeessaeeeanseeeaasseeeansaeesasseaesnsaeeeanseeeans
Outsourced IS EXpenses Per OUISOUICEA FTE.........c.uoiiiiiiiiiiie ettt et e e et e e e et eeetseeeasseeeasseeeasaeeeansaaeesseeesnseeeannseeens

Staffing vs. Non-Labor
Information Systems Total Non-Labor Cost per Total FTE.........oo it e e e e e e e s e e e nnaeeens
Information Systems Total Staffing Costs Per TOtal FTE..........coo it s e e s e e e snee e e snneeeenneeeens
Information Systems Total CostS Per TOtAl FTE........coo it e e e e s e e sne e e s e e e enee e e enteeeeaneeeesnneeeanneees
Information Systems Total FTEs per 10,000 Members....
Information Systems Cost per Member PEr IMONTN............ i s e e e e s e e e e neeeesnneeeeanneeeeneeeeenneeennnee

Inx 1 +

Percent of Information Systems Costs that are Non-Labor....
Percent of Information Systems Costs that are Staffing............cooiiiiiiiii e e e erre e

Percent of Information Systems Costs that are Outsourced
Percent of Information Systems Staffing that is Outsourced

Total Information Systems Costs, Natural Accounting Categories
Per Member Per Month

(a) Internal Personnel, Including Travel and Training...........c.ceeoieiiiiiieeiiii e eciee et e e st e e s saaeeeeteeesstseeessseeessseeesnsseeessseeesssneesanseeeanns

(b) Outsourced EmMPIOYEES and CONTFACTONS. ........iiiiiieeiiiie ettt e et e e st e e e st e e s eee e e an e e eanneeeenneeeenneeeeanseeeannneeeanneeeens

(c) Consultants.........c.ccceevvveeeiiieeciiee e
(d) Hardware Depreciation and Maintenance...
(
(

e) Software Amortization and Maintenance......................... ............................................ ......................................................
L) I L@ (g 1= o T I8 T [T g Yo T @ 3T T o] o] = PSR
Total INfOrmation SYStEMS EXPENSES. .......ccviiiiiiieeiiiie ettt ee e ettt e ettt e e s e e e eaa e e e eteeessseeeessseeeaasseeansseesassaaesasseesasseeesnsseeeanseeessneas

Percent of Premium Equivalents

(a) Internal Personnel, Including Travel and Training...........cceeoeeeiiieeeaee e e ee e see e s e e s e e e neeeeseeeeesneeeesneeeesnneeesneeeesnneeeanns
b) Outsourced Employees and Contractors
C) Consultants.......cccoevveereriieniie e
d) Hardware Depreciation and Maintenance...
e) Software Amortization and Maintenance.....
f) All Other, Including Office Supplies..............
Total INfOrmation SYStEMS EXPENSES. ......coiuuiieiiiieeitiie et e e e e ee e st e e et e e s st e e e sneeeeaaeeeeamseeeaanseeanneeeeanseeeanseeeeanseeeaneeeeanneeeenneas

(
(
(
(
(

Page
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Independent/Provider-Sponsored 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..........cc.ceooieiiiiieeiiiee e etiee st e e st e e et e e e staeeessseeessseeesassaaessseeessneeeanseeeanns 245
(b) Outsourced Employees and Contractors 245
({0 0o T 1TV L= 1o OSSPSR 245
(d) Hardware Depreciation and MaiNtENaNCe. ...........ccuuiiiiiiiiiiie ettt e e e e st e e st e e e et eessbeeeesaeeessseeeaanseeeasseasenseeesnsees 245
(e) Software Amortization and Maintenance..... B SURRSURRRIN e 245
(f) All Other, Including Office Supplies........... 245
Total Information Systems Expenses....... e a————— e 245
Capabilities of Hardware
Utilization
Average Utilization for Processors, 24/7 Capacity 246
Average Utilization for Processors, Prime Shift....... 246
Peak Utilization for Processors, Prime Shift............ooo ettt aaessaseesseessennnnnes 246
Data Center Storage Capacity
] = 1 =T = 1) (=TRSO PPRR PR 246
Terabytes Per 10,000 MEMIDETS........ooo ettt e e ettt e e e e e ettt teaa e e e e abeeeeaaeeaaseeeeee e nnsseeaaeeeannsseeeaeeeaansseeaeaeaaansnneeaaaeann 246
Internal Help Desk
AvErage SPEEA tO ANSWET, SECONUS. .......cciueieiiiieeiitiieeeitie e et tee e ettt e aeteeeeaateeeeasteeesseeeeasseeeaasseesassaeessseaeassseesesseeeaasseeeanseeesnsseessnseeenses 247
Call ADANAONMENT RALE.......... et e e e e e ettt e e e e e e et e e e e e e eaataeeaeeeeeesaseeeeeeeeasssaeeeaeeaasssssaaeeeannssnns 247
Average Handle TimME, SECONGS. .......cccuuiiiieiie ittt ettt e e et e e st e e e eaaeeeesteeeeasseeeasseeeaasaeasseaeensaeeeasseeeansseeaanseaeansseassnseeennses 247
First Call Resolution Rate.......... 247
Satisfaction, Scale of 1 to 10 247
Inquiries per Helpdesk FTE per Year, by Type
247
247
247
247
247
247
247
247
247
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Independent/Provider-Sponsored Plans

Tab 8. Information Systems

Information Systems

Metric

Internal Help Desk (continued)
Percent of Total Inquiries ReqUINNG ESCAIAtION...........c..oiiiiiiiiiie e et e e st e e st e e st e e e enseeesssseeeasaeeeanseeeansneas

LI L= Ll I =S = o 1= o o] SRR
Helpdesk FTES per 10,000 MEMDETS..........uiii ettt e e eee e sttt e e st e e sttt e e st e e seeeeeamteeeaneeeeanneeeaseeeanseeeeeneeeeanneeeeanseeeannseenanneeennes

Percentage of plans with the option for employees to generate tickets ONliNe.............cooiiiiii i
Desktop Management SOftware @nd VENUOTS. ...........eii it e e e et e s tee e e st e e s e e e anteeesseeeeenteeeaneeeeanseeesnnseeeanneeeanee

Core Systems

Y o) o [1ez= 1o F 31 o) VAN 0] 2 o o T
Number of Core Operating Systems USEA DY PIAN.........ooiu it s e e e et e e st e e e nnneeeenneeeennneeen,
Percentage of plans currently in the process of a mitgration between Core SysStems..........c.cccoviiiiiiiiiiiiii e
Availability
System AVaIlability = 24 /7 AVEIAGE. .....cccc ettt e et e e st e e et e e sttt e e aneee e e aeeeeenteeeneeeeeneeeeeanne e e e neeeeanteeeeneeeenneeean
Time to ReSOIVE CritiCal OULAGE, HOUS. ... ... ittt et e e st e e aae e e e st e e ane e e ent e e e anseeeanneeeanneeenaneeeenneees

Production Job Cost Summary
Production JODS per 1,000 MEMDETS...........oiiiiieiiie ettt e e et e et e e e st e e e s e e e smseeeeseeeesseeeeameeeeanneeeeanseeeenneeeesnseeeeaneeeeann
Members per IS FTE........ccccooviveiieeeen.

Daily Production Jobs per IS FTE
(RS IO 013 0 o =Y gl o o T [1 o2 1o o N Lo o H PR SPRSRSPS
LIS IO 011 o =T 0 T e ISP
IS FTEs per 10,000 Members.......
IS Costs per Member per Month

Production and Test Jobs
Daily Production JObs per 10,000 MEMDETS.........ccuuiiiiiiee et e aeeesee e et e e s teeeasseeeeas e e esnseeeaseeeesnseeeaneeeeaseeeeanseeeeaneeeesnseneeaneeeennns

Yearly Claims Processed per Daily ProdUCiON JOD...........oiiiiiiiiiii ettt e e e st e et e e s e e s nneeeeenees
Yearly Enroliment Transactions Processed per Daily Production JOD...........c..oooiiiiiiiii i
Yearly Member and Provider Inquiries Processed per Daily Production JOD............cooiiiiiiiiiiiiiii e

Percent of Total Production JODS RUN DailY.........ccoiiiiiiiiiieiie ettt ee e st e e snt e e st e e e e neeeeeneeeesnseeeannneeeanneeens
Production Jobs as @ Percent of Total JODS............ooi it e e e e e e e e e e e e e e e e e e e e e aatraeeaeeaaannes

Daily Test JObS per 10,000 MEMDETS. .......ccuiieiiiieeiieeeeie e et e e e eeeeseeee e st eeeaaneeeeaaneeeeaneeeesaneeeeanseeanseeeanneeeanseeeanseneeanseeeaanneeeanneeenn

Percent of Total Test JODS RUN DAY .........ccuiiiiiiiiieeiie ettt e st e st e e sttt e e saee e e sateeeanneeeeseeeesneeeeeanseeeanneeeenneeeennnees
Test Jobs as @ Percent of TOtAl JODS..........coo it e e e e e e e e e et e e e e e e e aaae e e e e e e eeaaseneaaesaannens

Page

247
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247
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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, Legal and Human Resources. This tab includes metrics of those subfunctions.

Metric
Corporate Services Function

Corporate Services Function Cost Summary
Total FTES per Corporate SErVICES FTE..........oi oottt e et e e st e e st eeesate e e es e e e s nseeeanseeeeanseeeannneeeanneeenanneeesneees
Corporate Services COstS PEr TOtal FTE..... ..o it e et e sttt e st e e st eesteeeeneeeeaneeeeanneeeeaneeeesnseeeeanseeennns
Cost of Corporate Services per FTE
FTEs per 10,000 Members.....................
(070 o1 o 1Y 1= g o= o Y=Y 1V o T o o PSSP

Staffing vs. Non-Labor
Corporate Services Function Total Non-Labor Cost per Total FTE...........ooooiiiiiiie et e e e e e eneee e
Corporate Services Function Total Staffing Costs per Total FTE........cooi i e e e e eneee e
Corporate Services Function Total Costs per Total FTE...........coo i et e e e e sneeeenneeeeeneees
Corporate Services Function Total FTEs per 10,000 Members
Corporate Services Function Cost per Member Per MONN............ooiiii it se e e e e sneeeenneeeanns

Percent of Corporate Services Function Costs that are Staffing...........ccoviiiiiiiii e,
Percent of Corporate Services Function Costs that are NON-Labor.............cooiiiiiiiiiee e

Percent of Corporate Services Function Costs that are OUESOUICE............c.eiiiiiiiiiiiie e
Percent of Corporate Services Function Staffing that is OUISOUICEd.............cc.oiiiiiiiiie e

Page
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N
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N
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Independent/Provider-Sponsored Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation

Human Resources

Span of Control

Middle Management t0 TOP MaNAGEIMENL............uii e et eeee et e e e st e e st e e e teeeesneeeeaaaeeeeanseeeanseeeanseeeeanseeeanneeeanneeennnneas 267
Managers to Middle Management 267
T8 01T Y Yo T (o TN 1V =T =T 1Y TSR 267
S e 1 (IS TU o1 A Yo 3OS RURRS 267
Total Employees t0 TOP MaN@GEMENT........ ... i ittt ettt e e e ettt eea e e e e s eeeeeaaaassbseeaaeeeannbbeeaaeeaanseaeaaaaaannnnnns 267
Employees Other than Top Management t0 TOp ManagemeNnt.........ccc.uiiiiiiieiiiie et s e snee e e e e sneeeennees 267
Middle Management, Managers and SUPEIVISOIS t0 TOP.....cuuiiiiuuieeiiiie it eeite e e eeiee e ettt e e stteeestaeeesabeaesssseeesseeessseeesasseeeanseaesnsneas 267
Staff to Middle Management, Managers and SUPEIVISOIS. ...........eueiiieeeiuieeaaieeeeitieeesaeeesnaeeeeaseeessneeeesseeesseeesanaeeeanneeeaanneeesnnees 267
EEO-1 Job Categories as a Percent of Total Employees
Managerial........ 267
Professional...... 267
Clerical.............. 267
Technical........... 267
Sales Worker.... 267
Service Worker........... 267
Laborer.......c............... 267
Craft Worker............... 267
OPEIALIVES VWOTKET ........eeiieeiee ittt eette e et e ettt e e ettt e ettt e e aaaeeeeasseeeeateeeeaseeeeaasseeeasseeeeasseeeesseee et seeeanseeeaasseeeansseaeasseeesnsseeeansaeeansaeeanseeas 267
LI = L = 4T 10 V7=T =S 267
Span of Control- Call Centers
Member Services
Line Staff to SUPPOIT EMPIOYEES. ... ettt e et e e et e e et e e e n e e e ae e e e aneeeenseeeesmteeessaeeeanneeeeanneeeeneeeennnes 268
Support Employees to All Other (Supervisors and Managers)...................... 268
Total Call Center Employees to All Other (Supervisors and Managers) 268
Line Staff and Support Employees to All Other (Supervisors and Managers)...........cccueeeiciieeeieeeiiiieeeieee e e s e e eeeeeeees 268
Provider Services
Line Staff to SUPPOIT EMPIOYEES. ... .ottt e e e e et e e sttt e e n e e e e e e eneeeenseeeesmteeesnseeeeanneeeeanneeeennaeeennnes 268
Support Employees to All Other (Supervisors and Managers)..................... 268
Total Call Center Employees to All Other (Supervisors and MaNAGEIS).........uueeiuereriieeaiieeereeesee e seeeeeseeeeeneeeesneeeenneeeeenees 268
Line Staff and Support Employees to All Other (Supervisors and Mana@gers)...........cccueeeicuieeeiieeiiiieeeieee e see e e eeeeeeeees 268
Call Centers Job Categories as a Percent of Total Call Center Employees
Member Services
[ LR -1 RO R RRRUSPPRR 268
Support Employees .........cccccevvieeiiiennnns 268
All Other (Supervisors and Managers) 268
LI = I OF= 1 I O =Y o (= = 3T ][0 7= SO 268
Provider Services
[ LR -1 RSO ERRRUORRT 268
Support Employees .........ccccevveeiiiieennns 268
All Other (Supervisors and Managers) 268
LI = I OF= 1 IO =Y o (= = 43T ][0 7= SRS 268
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Independent/Provider-Sponsored Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Human Resources (Continued)

Average Training Hours per Employee

IEIMIDET SEIVICES. ...ttt et e e ettt e e e e oot eee e e e aaeeeeee e e e assseeeeee e sstseeeeeeeaasssaeeaaassaseaeeeaannssseeeeeeanssaeeaesaannnssasaeeaansnes 268
PrOVIAEI SEIVICES. ...ttt e e oottt e e e e e ettt e e e e eeaateeeeeeeateaeaeeeeeesasseeeeeeesasseeeeeeeaaassseeaeaeannsssenens 268
Human Resources Activities
L] €= 1 VT4 [0 )= S SO E RSSO PPPPRPPO 269
] (1 01110 o VR 269
Human Resources Cost Summary
L 1O 013 (3 o= o' = N =SS 269
] = L I =T o1 o | I PRSP UPPPPPRRIN 269
L O 013 (3 o= gl | I PSP 269
HR FTEs per 10,000 Members...... 269
HR Cost per Member per Month 269
Staffing vs. Non-Labor
Human Resources Non-Labor Costs per Human ReSOUICES FTE..........ccuiiiiiiiiiiiie ettt e e 269
Human Resources Staffing Costs per Human Resources FTE 269
Human Resources Costs per Human Resources FTE 269
Human Resources FTEs per 10,000 Members............... 269
(0TS g oL Y [=T g gl o T=Y Y=Y 1V o o o PSSP ORR PP 269
Percent of Human Resources Costs that are NON-Labor..............oooo it 269
Percent of Human Resources Costs that are Staffing...........cooiiiiiiii e 269
Percent of Human Resources Costs that are OUESOUICET.............cccuiiiiiii i e e e e e e e e e annnes 269
Percent of Staff that iS QULSOUICEM. ...........oooo et e e e ettt e e e e e et e e e e e e et e e e e e e eeenasaeaaaeaans 269
Legal
Normal Business Legal Costs vs. Litigation Legal Costs
PMPM
Normal Business Legal Costs 270
Litigation Legal Costs 270
oL =TT 0o TR 270
Percent of Premiums and Fees
NOIMal BUSINESS LEAAI COSES........ooueiuieeieieeee ettt ettt ettt et et e et e et e et e e e e eseeaeeseeteeeeeee et e e e e esseaseeeaseaeeneeeeeaeeeeeenennene s 270
Litigation Legal Costs 270
TOUAI LEAAI COSES.......neeeeeeeeee ettt ettt e et et e et e et e et e et e e e e eseeaseaeete e e e ee e et e e e e ese e e e e e s enseaneteeeeeaeeteeeeenennenseanennenens 270
Percent of Total Legal Costs
NOIMAl BUSINESS LEAAI COSES........c.vivieieieeeteeectcee et tete et ete et te e st ee et eseetesseteseeseseesese s et ess st ess et essasessesesessesesesess s esesssseanaseassseseseeseans 270
Litigation Legal Costs 270
oL Yo T 0o TR RR 270
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Independent/Provider-Sponsored Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Legal (Continued)

Staffing vs. Non-Labor

Legal Non-Labor Cost per Legal FTE 270

+ Legal Staffing Costs per Legal FTE 270
= [I0=To o I 00T 3 01T =Y T 1l SRS 270
X Legal FTES Per 10,000 MEMDETS.......ccii ittt ettt e e oottt e e e e e ettt eeae e e e s abeeeaaeeaaanbeeeaaeeanseeeeaaeeeansbseeeaeeeanssbeaaaeaaannsneeeans 270
= (070 g o T g 1V 1= a1 o= o Y=Y 1V o g1 o SR 270
Percent of Legal Costs that @re NON-LADOT.............oiiiiiiiee et e e e et e e st e e st e e s nte e e snseeeenneeeeaneeeeaneeeesnneeeennee 270
Percent of Legal Costs that are Staffing...........ccuiiiiiiiiie e e s e e et e e e te e e e ssse e e s naeeeenbaeeeenneas 270
Percent of Legal Costs that are OUISOUICEM.............ccueiiiiiiiiiiiie ettt e e e e e et e e e te e e steeesssaeeaaaseeesnssaaesnseeessneeennnns 270
Percent of Staff that iS OQULSOUICET. ...........ooii it e e e e et e e e e eab e e e e e e e e e b s e e e e e e eaassaeeaeeesnnssaeeaeeaans 270

Facilities
Facilities Cost Summary

Facilities COStS PEF TOLAl FTE........ccueiiiiiiieiciie ettt e e e e ettt e e et e e e e aeeeesaaeeesaseeeessaeessseeessseeeeanseeeasseeeenseeesasseeeanseeesansenean 271

x  Total FTEs per Facilities FTE........... ettt e e —ee e e e e —ee e e e e e e e e aaeeeennreeeans 271
=  Facilities Cost per Facilities FTE.......... et e e e e e 271
x  Facilities FTEs per 10,000 Members...... SN e 271
= Facilities Cost per MemMDEr PEI IMONN..........ooiiiiiiiiie et e e ettt e e et e e saa e e e s aa e e e ssseeeaseaeesseeessseeesnseeesansaaesnsaeesanneeennns 271
Facilities FTES P TOtal FTE...... .o ittt e ettt e e e oottt et e e e e e ettt eeee e e e aaaeeeaeaanseeeeaaeaaanssseeeaeeeannsbeeaaaeaaanssbeeaaeaaannnn 271

x  Total Usable Square Feet per Facilities FTE.... 271
=  Total Usable Square Feet Per TOtal FTE.........ccoiiiiiiiiiii ettt e et e e e st e e st e e e esteeeeateaeessaeeesseeesnbaeeeanseaesnsaeeeanneeeanns 271
x  Facilities Cost per Total Usable SQUAre FOOL.............uoi ittt et s et e e st e e e e e e neeeesnseeeennneeeaneeens 271
=  Facilities Costs per Total FTE..........cc..ccccvveens 271
x  Total FTEs per 10,000 Members 271
= Facilities cost per Member Per IMONTN....... ... ettt ettt e e e e e e et e e e s ettt e e e e e e e annbeeeeaeeeansbeeeaaeaannnneeens 271

Facilities Cost Summary - On-Site or Internal FTEs Only

Facilities COStS PEF TOLAl FTE........ocuiiiiiiiieiiiie ettt e et e e et e e et e e e e aeeeessaeeeaaseeeesaeeesseeesasseeeanseeeasseeeensaaesasseeeanseeesanseaean 271

b G I = I I =S o =Y = ) Y 271
= Facilities COSt PEI FACIIItIES FTE........cociiiiiiie ettt e et e e et e e st e e s eae e e e eateeeesseeessaeeesseeeansseeeasseaesssaeeeassaeeanseeennseeenns 271
x  Facilities FTEs per 10,000 Members...... 271
=  Facilities Cost per Member per Month 271
Facilities FTEs per Total FTE............ccccceeeene 271

x  Total Usable Square Feet per Facilities FTE...........cocooiiviiiiiieeecee e 271
=  Total Usable Square Feet per Total FTE..........ccccoeiiiiiiiiiee e 271
x  Facilities Cost per Total Usable Square Foot.... 271
= Facilities Costs per Total FTE...........c..ccccvveene et ee e —eee e —e e —e e e e ——e e e —eeeaaraaeeaaaas 271
x  Total FTEs per 10,000 Members et et e e ee e et e teeeea e e e e e e anees 271
= Facilities cost per Member Per IMONTN........ ... ettt e ettt e e e e ettt e e e e ettt e e e e e e e annbeeeeaeeeansseeeaaeaaannnneeeas 271

¢§5 COPYRIGHT © 2023 SHERLOCK COMPANY. ALL RIGHTS RESERVED. CONFIDENTIAL AND TRADE SECRETS. 263



Inx 1 +

Independent/Provider-Sponsored Plans

Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric
Facilities (Continued)

Staffing vs. Non-Labor
LI e= LIRS €= 31 o T O 013 o= 1o = N I =SSR
Total Non-Staffing Costs per Total FTE.
Total Costs per Total FTE..........ccccevvvivveiiienne
Total FTEs per 10,000 Members.....
(070 g o T g 1V 1= a1 o= o Y=Y 1V o g1 o SR

Percent of Facilities Costs that are Staffing.......
Percent of Facilities Costs that are Non-Labor

Percent of Facilities Costs that are QUISOUICEA.............co.uuriiiii et e e e e e e et e e e e e e aaaeeeeas
Percent of Facilities Staff that is OUISOUICEA..............oouiiiiii e e e e e e e e e et re e e e e e e snaaaaaaeeeeans

Size of Facilities
Square Feet per Total FTE

Usable Square Footage by Type
PEICENT OWNEA. ...t e ettt e e e e et e e e e e e e e ataeeeeeeeeeaaaeeeeeeeeaassseeeeeaassseeaeeeaanssseeeeeeeasssaeeaeesasssnnaaeeaannsneeeas
POICENT LEASEU. ... ——a et et e et e e e e e e e e e e e e e e e aaaaaaaaaaaaaaaaaaaaaaaaaaaan,

Usable Square Feet as a Percent of Gross SQUAIE FEEL...........cooiiiiiiiiii ittt e e snaa e e ssaeaesneeeenes
Gross Square Footage by Type
PEICENT OWNEA. ...ttt a e bt e et oo bt e et e e e b et e bt e eh st et e e eh e e h et e et e e ehe e e bt e ean e et e e nh et e ne e e r e et nane e
PEICENT LEASEA. ... eeiiiiiieiii ettt h e oo a et oottt e a bt 4o s st e e oa b et e b e e e e eaE et e e R e et e an e e e n bt e e et e e e e nre e e e e e enns

Total Facilities Costs per Square Foot
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Independent/Provider-Sponsored Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Facilities (Continued)

Facilities Costs by Type

Per Member Per Month
G20 J 51 OSSR 273
(o) B LT o] (T el = 11 o TR P PRSP 273
(003 R 1== 1 A IR o1 =TT I 1= D= S 273
(d) Security.....cccccceveeeennnnn. 273
(e) Maintenance..........cccccoeueeens e 273
(f) LE@SENOIA IMPIOVEMENLES.........cciiiiiieiiiee e ettt ettt e e ettt e e e ae e e e eat e e e esteeeeesteeessseeeanseeeeasseeasseeesasseeeassseeassaeeansaaessseeeanseeeanns 273
(<) A L {5 =T T T T T TSP PSP P P URP PPN 273
B o] 7= 1 O PP UPRUPPRPRPPN 273
Percent of Total
G20 J 51 OSSR 273
(D) DEPIECIALION. ...t ettt ettt et e e et e e et e e e at e e e abaeeeesbeeeessaeeeesseeeansseeeanseeanseeeansaeeennneaeanren 273
(003 R 1== 1 A IR |1 =T g T I 1= D= SR 273
(d) Security.....cccocecveeeennnnn. 273
[ T =L (=T =T o S 273
(f) Leasehold Improvements......... e ————————— 273
(9) AllOther......coevvieieeiiees B TR OP P URRUPROPRRPRON 273
B o] 7= 1 O PP UPRUPPRPRPPN 273
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Tab 10
Risk Adjustment

Risk Adjustment is the analysis of clinical data in order to match government compensation with the risk factors of members. This includes adjustment for the “three Rs”: permanent
risk adjustment, transitional reinsurance and transitional risk corridors.

Metric Page Definition Calculation
Risk Adjustment Cost Summary
Chart Reviews per 1,000 IMEMIDEIS. ......ccoiueieiiie e e e eee e et e e sttt e st e e e e e e asteeeseeeeaaneeeeaseeeeameeeesaseeeanseeeaanseeeanneeeeanseeesnneneennneeeanns 276
Members per FTE..........ccccevviieeiiinnns 276
Chart Reviews per FTE per Year.......ccccooceeveviveeneeeeee 276
COSt PEI Chart REVIEW.......ccoiiieiiieeiie ettt s et e e st e e e snt e e s ne e e e sneeeeeneeeesnneeennes 276
COStS PEF FTE. ... 276
FTEs per 10,000 Members........ et e ———eeeeeee————eeeeeea————aaeaaaaa———as 276
Costs per Member per MONth..........cccooeiiiiiiiiiee e 276
Staffing vs. Non-Labor - Risk Adjustment
Risk Adjustment Non-Labor Cost per TOtal FTE.........co et e et e et e e e st e e st e e e sneeeeeneeeeenneeeanns 276
Risk Adjustment Total Staffing Costs per Total FTE........ooo e e e e s e e e e e e nee e e snneeeenes 276
Risk Adjustment Total Costs PEr TOAl FTE..........ooiiiiieiee ettt s e e st e e et ee e e st e et e e e smneeeenseeesnneeesanteeeanneeeeanneeenn 276
Risk Adjustment Total FTEs per 10,000 Members 276
Risk Adjustment Cost per Member PEIr IMONTN...........ooiiiiie et e e e e e et e e e st e e s neeeesnneeeeanneeeeneeeesneeeesaneeeeanns 276
Percent of Risk Adjustment Costs that are Staffing...........cceii i e e e e eneees 276
Percent of Risk Adjustment Costs that @are NON-LaDOT.............cooiiiiieece e e e e et e e e e e e snae e e sneeeeenee 276
Percent of Risk Adjustment Costs that are OUISOUICEA............couiiiiiiiieiie et e e e e e st e st e e s e e snneeeenneeeennnes 276
Percent of Risk Adjustment Staffing that is OUISOUICEA...........cooiiiiiiiieee et e e e e e e e e e seeeeenee 276
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Risk Adjustment

Metric Page Definition Calculation

Risk Adjustment Staffing
Risk Adjustment Staffing FTEs per 10,000 Members
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Other Risk Adjustment Employees.... 284
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