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Introduction and Background
Organization, conventions, applicability, and process of the Sherlock Benchmarks.

Operational Metrics Overview
Summary Analysis — This section presents summary analyses of factors of costs in each functional area.

Sales and Marketing
Includes analyses related to those functions of Rating and Underwriting, Marketing, Sales, Commissions (external) and Advertising and
Promotion.

Provider Network Management and Services

Provider Network Management and Services includes analyses of activities such as Provider Relations Services (the initial point of contact
(telephonic and written) for provider inquiries), Provider Contracting (including Provider Configuration), 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).

Enrollment / Membership / Billing

This section analyzes Enrollment / Membership / Billing. 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.

Customer Services

This section analyzes Customer Services. 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.

Claim and Encounter Capture and Adjudication

This section analyzes the Claims function. This function compares claim application and/or provider statement with policy file and other
records to evaluate completeness and validity of claim and settles claims with claimants in accordance with policy provisions and performs
COB functions.

Information Systems

This section analyzes the Information Systems function. 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
security.
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TABLE OF CONTENTS, CONTINUED

Tab 9. Corporate Services Cluster
This section includes metrics relating to Finance and Accounting, Corporate Services function and the subfunctions. Corporate Services sub-
functions include Human Resources, Legal and Facilities.

Tab 10. Risk Adjustment
This section includes metrics relating to 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.
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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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Enroliment / Membership / BilliNg..........ooiuieeiiie et e e s e et e et e e e st eeamae e e e ameeeeneeeeenseeeenseneeanneeeaanseeeenneeeeantneeaneeeeannes 7
CUSTOMIEBT SEIVICES. ... ueeiiieiiiitiee ettt e ettt e e e e ettt e e e e e e aaaeeeeeeeeeaaseeeaeeaaasssaeaeeeaaasasseeeeanssaeeeeeeaansssaeeaeeeansssseeeeseeasseneeesaannssnseaeeaanns 8
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Tab 3

Sales and Marketing

Metric Page Definition Calculation
Product Mix
Percentage Point Change in Mix of MEMDEISNID. .........ii ittt e et e bt e e s sbe e e neeesnnee e 19
Sum of Absolute Values of Percentage Point Changes in Product Mix 19
Group and Membership Growth
Sources of Membership Growth
Total MEMDEISIP GIOWLN........cciitiii ettt et e e e et e e e e et et e e e e sssaeee e e ssseeeeaassaeeeensseeeeeanssneeeaansseeeeaanssaeaesannsaeaesannnns 20
Membership Increase Due to Group Members....... 20
Membership Increase Due to Individual Members 21
Note: Group Member PersiStENCY RALE........c...oi ittt e ettt e bt e e bt e et e e e asbe e e aabeesbeeeanseeanneaeanreean 21
Sources of Membership Growth
Percent Change in NUMDET Of GrOUDS. ... ..ttt ettt e ae e e bt e e e s et e e be e e sab e e e beeaabeeeabeeeanbeeesabeeaneeeanreeenneeannen, 22
Percent Change in Average Group Size. 22
(07 aF= o Te [N T T T Lo T8 o J0 1Y =T o 4] oY £ 1 o J SRS 23
Percent Change in Number of INdividual MEMDETS..........ouiiiiii ettt et e et e e be e e sab e e e eaneesnnee e e 23
Growth in TOtal MEMIDEISRID. ...t e e e et e e e e et e e e e e e e ssee e e e e saeaeeessaeeeeeansseeeeeansseeeeaanssaeeeannsseaansanses 24
Note: Individual Membership Increase as Percent of Total INCrease or DECIEASE............cccccuuiveeiiiiieee e e 24
Sources of Group Membership Growth
Membership INCrease AUE 10 NEW GIOUPS. .......oiiiiiiiiiiiiiiee e ettt e e e etee e e ettt e e e e ettt eeeeessseeeeeaassaeeeeaassseeeasssaeeesaassaeeeeaassseeeeannsseaasanes 25
Membership Decrease dUE t0 LOST GrOUPS..........uuiiiiiiiiiee e et e e ettt e et e e e et e e e st e e e e e staeeeeessaeeeessaeaesanssseeasensseeeesanssaneesannseeas 25
Net Membership Growth Within Retained Groups. 26
Total Growth in Group MEmMDEISIIP. ...... . et e e e e e e e st e e e st e e e sneeeesanneneeeaannseeeeeannseeeeeanneneeeeanneneeenns 26
Note: Group Member PersiStENCY RALE.........c..oi ittt e ettt ab e e bt e e bt e e s bt e e ssbe e e aabeesbeeeanbeeanneaeanreaan 27
Note: Average Duration of Group Membership, Years.... 27
Note: Growth Within RetaiNEd GrOUPS. .......ciiiiiiiiee ittt e et e e e et e e e et e e e e s s abaaeaeeassaeeeesseeeeeassseeeeassaeaesansseeaesenssneeeenn, 28
Sources of Group Growth
Percent Change due to New Groups 28
Percent Change due to Groups Lost 29
[ o O g F= (oL TR €] (o TN o TR RTURPPTI 29
NOtE: GroUp PerSiSIENCY RALE.......co ittt ettt ettt e e et e e e abe e e be e e sh b e e beeeeate e e ehbeeeabeeeasbeeebeeesmseeeanneeanseeenns 30
Note: Average DUration Of GrOUPS, YEAIS.......ccuuiiiuiie it aiitie ettt e atee et e e et ee et et e s eee e aaeeeabeeeasseeabeeesteeeaaseeabeeeanbeeeabeeesabeeaanneeanseeenns 30
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Larger Plans

Tab 3. Sales and Marketing

Sales and Marketing

Metric

Quote Activity
All Distribution Systems
Internal and Broker Final Quotes, Per Group

Broker and Internal Quotes per 10,000 Members per YEar.........cccccuvvierrieiiiieniiee e

Internal and Broker Final Quotes, Percent of Total, by Segment

170 F= | 1o SO SS
[T To 1 LY =T (=] QT 1o S
6= 0T ] 0T o S

Broker Distribution System
Percent of Final Quotes that are Made by Brokers, by Segment

0T8T LT 1o S

Middle Market Group
Large Group......ccccceeuveeee.

Broker Quotes per 10,000 Members Sold Through Brokers per Year
Close to Quote Ratio, All BroKer BUSINESS.........cocuiiiiiiiiiiieieeeiec ettt

Internal Distribution System

Percent of Final Quotes that Made by Internal Sales Reps, by Segment
0T8T LT 1o S

Middle Market Group
Large Group......ccccceeuveeee.

Internal Final Quotes, Per Internal Group

0T8T LT 1o S
[T Lo 1 LY =T (=] QT 1o SR

Internal Quotes per 10,000 Internally Sold Members per Year............ccccoeeviiiiiiiniceiceeeseeenee
Close to Quote Ratio, All INternal BUSINESS...........ciiiiiiiiiee ettt eeee e

Internal Final Quotes per Sales FTE.........ociii it
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Larger Plans

Tab 3. Sales and Marketing

Sales and Marketing

Metric

Importance and Characteristics
All Distribution Systems
Percent of Total Membership by Segment
[ale LYo (U= | O T T T T TP P U PR UPPOPRPP
Small Group.......ccc.c......
Middle Market Group
6= 0T ] 0T o S

Percent of Total Groups by Segment
[[ge LAY Te [V E=1 I @] g i r= Tt £ T T T TSROSO PP RO PP PPN
Small Group.......ccccveeeennnnn.
Middle Market Group
6= 0T ] 0T o

Average Group Size
Individual Contracts
Small Group.......ccccveeeenunnnn.
Middle Market Group
Large Group.......cccceevveveeennnnes

Total, Including Individual

Note: Average Group Size This Year, Unsegmented, Excluding INdividuals.............ccooiiiiiiriiiiie e
Note: Average Size Last Year, Unsegmented, EXCluding INAIVIAUAIS. .........c..eiiiiiiiiie e,

Broker Distribution System
Percent of Members Sold Through Brokers
[ale LYo (U= | O T T T T TP P U PR UPPOPRPP
170 F= LT T o S
/1T Lo | LY =T (= QT 1 o SRS
Large Group.......cccceevveeveennnnes
Total, Including Individual

Percent of Groups Sold Through Brokers
070 F= LT 1o S
Middle Market Group.....
Large Group.......cccceevveeveennnnes
Total, Including Individual

Average Size of Broker Groups
170 F= LT T o S
1T Lo 1 LY =T (= Qo 1o USRS
6= 0T ] 0T o S
LI €= 1S 318 o g o TN T To 1AV o L= SRS
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Larger Plans Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation

Importance and Characteristics
Broker Distribution System (continued)
Percent of Members Sold Through Brokers that are New

170 F= LT T o S 60
/1T Lo | LY =T (= QT 1 o SRR 60
6= 0T ] 0T o OSSR 61

LI €= 1S 318 o g o TN T To 1AV o L= SRS 61

Percent of Groups Sold Through Brokers that are New

Small Group.......cccue...... 62
Middle Market Group.. 62
Large Group.......cccceeveeeeeennnnes 63
Total, Including Individual 63
Average Duration of Broker Members, by Segment, in Years
170 E= LT T o SR 64
Middle Market Group 64
6= 0T ] 0T o S 65
LI €= 1S L 318 o g o TN T To 1AV o L= SRS 65
Average Size of New Broker Groups
170 F= LT T o S 66
Middle Market Group........... 66
Large Group.......cccceeveeeeeennnnes 67
Total, Including Individual 67
Percent of Broker Members, by Category of Group
[T 117710 LU = F SO O PP PPPPPPPPP 68
Small Group.......cccue...... 68
Middle Market Group 69
6= 0T ] 0T o S 69
LI €= 1S 318 o g o TN T To 1AV o L= SRS 70

Internal Distribution System
Percent of Members Sold Internally
g o LYo [V - | O O O S T TSROSO PP SRR UPPRPRPIN
Small Group........cccvveeennee
Middle Market Group
Large Group......cccceeeeeeveeennnnne
Total, Including Individual

Percent of Groups Sold Internally

170 T LT T o S 73
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Larger Plans Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation

Importance and Characteristics
Internal Distribution System (continued)
Average Size of Groups Sold Internally

/1T Lo | LY =T (= QT 1 o SO SPRE 75
6= 0T ] 0T o S 75
LI €= 1S L 318 o g o TN T To 1AV o L= SRS 76
Compensation
All Distribution Systems
Sales and Marketing Costs PMPM........ 77
Sales and Marketing Costs per Quote 77
Broker Distribution System
Broker Commission Costs
Broker Commissions per Broker Member per MONTN..............oi e e e et e e e e e e e nnneees 77
Broker Commissions as a Percent of Broker Premium EQUIVAIENTS. .........oouiiiiiiiiiie e e 78
Broker Commissions Per BroKer QUOTE...........couiiiiiii ittt ettt e e b e e e e aa e e e be e nereesneeennneeetnee e 78
Broker Overrides and Bonuses
Broker Overrides and Bonuses as a Percent of Total COMMISSIONS............oiiiiiiiiiiiieeeeeee e 79
Internal Distribution System
Sales and Marketing Costs, Excluding Commissions, Per FTE........ ..o e e e 80
Sales and Marketing FTEs per 10,000 Internally Sold Members............ccccccevviiieiiiiene e 80
Sales and Marketing Costs, Excluding Commissions, Per Internally Sold Member Per Month 80
Internal Commissions per Member Sold by Internal Sales Rep per Month...........oooeiiiiiiiie e 80
Internal Commissions per Quote Made by Internal Sales REP........c.coiiiiiiiiiiii e 80
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Larger Plans Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation

Sales and Marketing Cost Summary
Total Distribution System

Final Quotes per Sales and Marketing FTE 80
Groups per Final Quote 80
Groups Sold Per Sales and Marketing FTE 80
F N LT =T TSI ] (o TU ] TR . YOS 80
Group Members Sold per Total Sales FTE............ 80
Sales and Marketing Costs per Total Sales FTE 80
Sales and Marketing Costs per Group Member per MONh............oo i e e e e neeeee s 80
Internal Sales Force
Internally Sold GroUps Per SAIES FTE.......ocoo ettt e et e ettt e e e et e e e e s n e e e e s nee e e e anteeeeeaseeneeeaanseeeeeaanneeeeeannnneaenanne 81
Average INternally SOIA GrOUD SIZE.......ccoi ittt e et e e e et e e e et e e e e st e e e e aseeeeeaneeeeeeannaeeeeeenseeeeeeanseeeeeaannneees 81
Internally Sold Group Members PEr SAIES FTE..... ..o ittt e et e e e et e e e e s st e e e e anneeeeeanseeeeeeensaneeesaneeeeeeaanneeas 81
Sales Costs per Sales FTE.........ccccvevviiieeeeeieee e 81
Sales Costs per Internally Sold Group Member per Month 81
Rating and Underwriting
FINAl QUOTES PEI FTE ...ttt ettt e bt e ettt e s at e e b et e a et e e bt e e ettt et et e ea b e e e b et e eat e e e nan e e saneeennreenatneenanea 81
Groups per Final Quote 81
LT 01U o T o 1= el I S 81
{70153 B =T ] 0T o S 81
Costper FTE.....ccovveeeeeee e 81
FTEs per 10,000 Group Members 81
Cost per Group Member PEF IMONTN. ... .. e e e e e et e e e sttt e e e snee e e e s nne e e e e e nneeeeeannnneeeeanneeeeeeanenneennn 81
Acquisition Cost per NeW ENFOIIMENL.........ooo it e e e e e st e e e st e e st e e e e anee e e e eannaeeeeeanneeeeeannneeeennn, 82
Staffing vs. Non-Labor
Sales and Marketing Total Non-Staffing Costs per Total FTE 82
Sales and Marketing Total Staffing Costs per Total FTE.............. 82
Sales and Marketing Total Costs per Total FTE................. 82
Sales and Marketing Total FTEs per 10,000 Members............. 82
Sales and Marketing Cost per Member per MONTN...........ooi e e e e e e e e e e e e e e nnneeas 82
Percent of Sales and Marketing Costs that are Staffing...........coooi e 82
Percent of Sales and Marketing Costs that are Non-Staffing..........ooceiiiiri e 82
Percent of Sales and Marketing Costs that are Outsourced 82
Percent of Sales and Marketing Staffing that is Outsourced 82

/A
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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
Manual INQUIFIES PEF IMEIMDET ... ettt e oo ettt ettt e e e e e e e e e e e e e s aaeeeeaaaaeeeeaaaaannnseebeeeeaaaaaaeaaaaaaannnnnns 87
Members per FTE.......ccccccccc. 87
Manual Inquiries per FTE per Year 87
Provider Relations Services Cost per Manual INQUITY.........cooueiiiiiiii ettt et e e be e e sebeeaaeeesbeeesneeaaas 87
Provider Relations Services Cost per FTE 87
FTEs per 10,000 Members..........cccccccuvveeennnes 87
Provider Relations Services Costs PMPM 87
Total Inquiries
Total INQUIMIES PEI IMIEIMDIET ...ttt ettt e e e e e e e e e e e e e aaeeeeeeeeeaaaaeesea s s eeeeeeeaaaaeeaaaaaannssssbbeeaaaaaaaaaaaaaaannnnnne 87
Y LT g gl o 1= S o =Tl I U PO USSP 87
Total Inquiries per FTE per Year.........cccccvevviieeeeennnes S 87
Provider Relations Services Cost per TOtal INQUITY..........coiiiiiiii ettt e st sb e e sae e e st e e e saneeeanes 87
Provider Relations ServiCes COSt PEI FTE........ooo ittt e ettt e e ettt e e e s eab e e e e s aabeaeeesseeeesanssaeeesansseeeeaansseeaenanes 87
FTEs per 10,000 Members..........cccccccuvveeennnes 87
Provider Relations Services COStS PMPM...........oo ettt e e e e e e e e e ettt e e e e e e e e e e e e, 87
Staffing vs. Non-Labor
Provider Relations Services Total Non-Staffing Costs per Total FTE........cc.oo e, 88
Provider Relations Services Total Staffing Costs per Total FTE 88
Provider Relations Services Total Costs per Total FTE............... 88
Provider Relations Services Total FTEs per 10,000 Members..... 88
Provider Relations Services Cost per Member Per MONEN..........coicuiiii it e e e et e e e s e e e e e esnnaeeeeannneees 88
Percent of Provider Relations Services Costs that are Staffing..........ccoi i 88
Percent of Provider Relations Services Costs that are Non-Staffing..........cccooiiiiiiiiii e 88
Percent of Provider Relations Services Costs that are OUISOUICEd..............ooouniiiiiiiiiiiiieeee e 88
Percent of Provider Relations Services Staffing that is OUISOUICEd...........cciiiiiiiiiiiii e 88
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Larger Plans

Tab 4. Provider Network Management and Services

Provider Network Management and Services

Metric

Inquiries
Inquiries per Member per Year, by Mode and Produci
Manual

MaNUAI CalIS......ccoiieiiiii ettt e et e e e nnee s
Paper/Written INQUITIES ........eiiieiiiee et e e e e e e e e naeeee s
Manual EleCtroniC INQUITIES. .........eiiieiiiee et e e e e e nneeeee s
Total ManUal INQUITIES. ... . e e e et e e e e e e e nneeeeeeennnees
AUOMALEA CallS....ccuiiieiiie e
Total Provider INQUITIES ......coiiiiiieeeeeiie ettt e e e e e s e e e s e e e e e e e eneees

Provider Services Inquiries per 100 ClaimsS..........cocuiiieiiiiiie e

Percent of Total Inquiries, by Mode and Product
Manual

MaNUAI CalIS......ccoiiieiiii ettt et et eanee s
Paper/Written INQUITIES ........eeieiiiiiee et e e s e e e e e e eneeeee s

Manual Electronic Inquiries

Total Manual Inquiries.........c.ccceeveeeerviieee e ........................ ....................................
AUOMALIEA CallS....cco.iiiiiiie e
Total Provider INQUINIES ......coeiiiiiiieeeeeiie ettt e e e e e e s e e e s e e e e e e e eeees

Percent of Total Calls Received that are Manual...............cccccccoooiiiiiiiiiiiiieeee e

Product Mix of Inquiries
Manual

MaANUAI CalIS........cce i e e e et e e e e e e e e e e e s s e assaaneeaaaeeeeeannaes

Paper/Written Inquiries ...........
Manual Electronic Inquiries

Total ManUal INQUITIES. ... . e e e et e e e e e e e nneeeeeeennnees

AUTOMALEA CallS......ueiiiiiiiiiee e e e e e e e e e e e e e e e e e e e e e

Total Provider INQUINIES ......coeiiiiiiieeeeeiie ettt e e e e e e s e e e s e e e e e e e eeees

Provider Portal

Name and Vendor of Portal USEd.............ooooiiiiiiiiiiiieeeeeee et
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Larger Plans

Tab 4. Provider Network Management and Services

Provider Network Management and Services

Metric Page Definition Calculation
Accessibility of Provider Services

Average Speed of Answer (ASA), in Seconds 101

ASA Service Level, at 30 seconds 101

Abandonment Rate........................ 102

HANAIE TIME, IN SECONAS......ueeiiieiiiie et e e e e oot e ettt et eeeeeeeeeeeeaaaaasaeeeeeeeaeeeeeeeaassaeeeeeaaaaeesaaaaasssssssssaaaaaaeeeeaeaannsnnsnnnnns 102
Provider Appeals

Percent of Appeals Adverse DecCiSions OVEIUIMEM..........cooii it e e s ee e e e s st e e e s st e e e e snnteeeeeeanseeeeeaanneeeeeaannneeas 103

Percent of Appeals Adverse DecCiSioNS UPNEIQ.........cooo it et e e s e e e e e e st e e e e e e e e s anneeeeeannneeas 103

APPEAIS PEI 10,000 IMEIMDEIS. ... .ottt ettt ettt ettt e e te e e aab e e e bee e e aeee e nbeeaabe e e beeesaeeeameee e aseeesmbeeeseeesabeeeamneeanbeeeaneeeannnas 104
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Larger Plans

Tab 4. Provider Network Management and Services

Provider Network Management and Services
Provider Contracting Metrics:

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

Metric Page Definition Calculation
Provider Contracting Summary
Providers Per 1,000 IMEMIDEIS...........uiiiiiiiiiie ettt et e e e et e e e ettt e e e e eteeeeeaaseeeeeaaassaeaeaassseaaeaasseeeeaassseeeaanssseeeeassaeaesansseeaesenssneeennn, 105
Members per CONrACHNG FTE........ .ottt ettt ettt e ettt e e hb e e e bt e e e ae e e o be e e ea bt e be e e ambeeebeeeembee e ameeeambeeeanbeesnbeeeannen, 105
Providers per Contracting FTE..................... 105
Provider Contracting Cost per Provider 105
Provider Contracting Cost per CoONtaCting FTE.........oouii ittt ettt et e bt e e b e e e sbee e ante e e sabeeabeeennseeeneeesnnen, 105
Contracting FTE per 10,000 MEMDETS..........oiiiiiiiieeieeiee e et e e e st e e e st e e e et e e e s aneeeeee e seeeeeeeaseeeeeanseeaeeanseeeeeeanseeeeeeanneneeeaannneeen, 105
Provider Contracting COSES PIMPIVL........cco ettt e e ettt e e et e e e e st e e e s neeeee e e seeeeeanneeeeeeanseeeeeeanseneeeeannseeeeeanneeas 105
Staffing vs. Non-Labor
Provider Contracting Total Non-Staffing Costs per TOtal FTE..........oeiiiiiiiiie et e e s e e e e e e e 105
Provider Contracting Total Staffing Costs per Total FTE 105
Provider Contracting Total Costs per Total FTE................. 105
Provider Contracting Total FTES per 10,000 MEMDETS..........coiuiiiiiiiiiie ittt etee ettt et e et e e sbe e e s bee s bt e e aabeeebeeessseeeneeeanreean 105
Provider Contracting Cost per Member PEr IMONTN...........oo ittt e st e bt e e s e e e be e e sabeeenaeeesnseeenes 105
Percent of Provider Contracting Costs that are Staffing..........c.coo e 105
Percent of Provider Contracting Costs that are NoN-Staffing............cooiiriiiiiii e e 105
Percent of Provider Contracting Costs that are OUISOUICEA............coiiiiiiiiiii e e 105
Percent of Provider Contracting Staffing that is OUISOUICEd.............ooiiiiiiiii e e 105
Number of Provider Contracts
Providers Contracts per 1,000 Members
PHMArY Care PRYSICIANS. ... ..ei ittt ettt ettt ettt e s bt e e h et e e a bt e e ek bt e e abe e e st e e oateeame e a2 abe e e am b e e e aseeeembe e e nseeambeeeanbeeenteeesnnen, 106
Professional Specialists 106
Facility.......coooeeeiiieeiieee e 106
Ancillary.... 106
1] €= | PSP PUPUPPRPPN 106
Provider Contracts by Type
PHMArY Care PRYSICIANS. ... ..ei ittt ettt ettt ettt e s bt e e h et e e a bt e e ek bt e e abe e e st e e oateeame e a2 abe e e am b e e e aseeeembe e e nseeambeeeanbeeenteeesnnen, 106
Professional Specialists 106
Facility 106
Ancillary 106
1] €= | PSP PUPUPPRPPN 106
Provider Crendentialing Time
Initial Credentialing
Application Received to Start of Credentialing..............io ittt e et e e s be e e sabe e e bt e e snreeeaneeeeanen, 107
Start of Credentialing to Active Provider 107
e = I O3 =To T oy = g T T I 1= TSP R RO 107
Recredentialing
Application Received to Start of Recredentialing... 107
Start of Recredentialing to Active Provider............. 107
QLI ] €= L S =T =0 L= a1 =TT TN I T TSRS 107

/\
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Tab 5
Enrollment / Membership / Billing

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

Metric Page Definition Calculation
T o 11 4T 0L O« o3 ST W T 1 4T
Manual Transactions
Manual Member Transactions PEr MEMDET........... .. ettt e e e e e e e e e ettt et e e e e e e e e e e e e e e nnntenanseeeaaens 113
Members per FTE........c.cooiiiiiieeeee e 113
Manual Member Transactions per FTE per Year....... 113
Enroliment Cost per Manual Member Transaction 113
(07 1S] 3 o 1= i o I = 113
FTEs per 10,000 Members......... 113
Costs per Member per Month 113
Staffing vs. Non-Labor
Enrollment Total Non-Staffing Costs per Total FTE 113
Enrollment Total Staffing Costs per Total FTE............. 113
Enroliment Total Costs per Total FTE............ccccceeenne. 113
Enroliment Total FTEs per 10,000 Members.......... 113
Enroliment Cost per Member PEr IMONTN.........oo et e e e et e e e e st e e s et e e e e enseeeeesanseeeeeennneneeeannnneees 113
Percent of Enrollment Costs that @are STaffing..........c.oo ittt e e b e snree e 113
Percent of Enroliment Costs that are NON-STaffing............ooiiiiiiii e et e e ne e saaee s 113
Percent of Enrollment Costs that are Outsourced 113
Percent of Enroliment Staffing that is Outsourced 113
Transaction Processing
Group Transactions per Member
=T T ] (o T o PSSP SOPUPRP 114
Renewal /Maintenance.... 114
LI ] €= LI ] (o T o J OSSP UPPPRPPN 115
Group Transactions per Group
New Group TranSacCtioNS PEIF NEW GrOUP.........ciiiuuiieeeiiiieeeeeieeeeeaatteeeeaetateesssasseeasaassaeeaeaasseeeeaaasseeeeanssesaessssseeassanssneeeaanssneeesnsseees 115
Renewal /Maintenance Transactions per Renewal Group 116
LI ] €= 1] (o T o J PSP UPUPPPPPN 116
Note: Total Enrollment Transactions Per GrOUP PEF Y@K ........cccuuiiieiiiiiieeeeiiieeeeeiteeeeeettaeaeseetsaeaesesssaeeesassseeesaansaeaessnssseaesessneeeenn, 117
Composition of Total Group Transactions
New Group...........cccuuvee... 117
Renewal /Maintenance.... 118
LI ] €= 1] (0T o J SO UPPPRPPN 118
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Larger Plans Tab 5. Enrollment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation

Transaction Processing, Continued
Member Transactions per Member

Manual
Electronic Transactions Requiring Manual INtervention..............eeiii oo e e e e enneeee s 119
Al OTNEE MANUAL. ...ttt e e e e e e e e e e e e e e b aaaeeeeeeeeeeeeeeeaaseseeeaaaeeeeeaaaassssssaseseaaaeeeeesasannsssssreneeees 119
Total MANUAL TranSACHONS. ........uuuiiiiiiiiiie et e e e e e e e e ettt e e e e eeeeeeeeeeaaaaaaaeeeeeeeaaeaa e asasssssneeeaaaaeeeesaaananssssssaneeeeeeaeeens 120
Automated
[T =Y 0 (03351 (T o S 120
RECEIVEA ON @ FlE... ...ttt e e e e e e e e e e e e e aaaasaeeeeeeeeeeeeeeeasasseeeeeeeaaaeeeeaeaaassssssssnneaaaaaeeeeaesaaassnnes 121
Total AULOMATEA EIECIIONIC. ...ttt e e e e e e e e e e e asaeeaaeeeeeaa e sssssssasaaaaaaeeeeeesasanssssnnnnees 121
Total MEMDET TranNSACHONS. .. .. ...t e e ettt e e e e e e e e e e e e e et basaeeeeeeeeeaa e ssasssaeeeeeaaaaeeasaaaanssssssanneeeeeeens 122
Note: Total Enroliment Transactions per MemDEr PEF YEAT.........cco i iiiie et eeee e st e e e st e e s st eeaneee e e e s anneeeeeaanneeeeennnes 122
Composition of Total Member Transactions
Manual
Electronic Transactions Requiring Manual INtervention.............c.eeiii i e e e e ees 123
All Other Manual 123
Total MANUAL TraNSACHONS. ........uuiiiiiiiiiiie et e e e e e e e e ettt e e e eeeeeeeeeeeaaabaaaeeeeeeeaeeaa e asassssseeeeaaaaaeeesaaasasssssssaseneeeeeeaens 124
Automated
[T =Y 0 (03351 (T o S 124
Received on a File 125
Total Automated Electronic 125
Total MEMDET TranNSACHONS. .. .. ...t e e ettt e e e e e e e e e e e e e et basaeeeeeeeeeaa e ssasssaeeeeeaaaaeeasaaaanssssssanneeeeeeens 126
Note: Percent of Member Transactions Submitted Electronically that Require Manual Intervention...........cccooccoovevnicieniienenn. 126
Average Enrollment Processing Days
127
127
Enrollment Accuracy
11T 0 oY PSSR 128
ID Cards
Percent of Members that Received Card Within 30 Days of Plan Receiving Paperwork.............cccccovviiiieriiiire e 128
NUumber Of Cards ISSUEA PEI IMEMDIET .........ooi ittt et e e et e e e e st e e e e s me et e e e e aneeeeeenneeeeeanseeeeeennneeeeensnneeeennnneeeeanns 129
Billing
Total Number of Bills SENt PEI IMEMDET ... et e e e et e e e et e e et e e e e e st e e e e aanneeeeeeanneeeeeannnneeenennens 129
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Larger Plans Tab 5. Enrollment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation

Demographics
Percent of Membership in the Following Age Categories

21-29.. 13

F N =T TSN At Lo o) 1Y =Y 4] =Y =] 1 o S 131

Group and Membership Characteristics Affecting Total Transactions
Percent Change in NUMDET Of GrOUDS. ... ..iiiiiiiiiiie ettt ettt e e e e et e e e e s e e e e e et e e e e enee e e e eanneeee e e nnseeeeennnneeeeeensaneeeennneeeeeanns 132

Net Membership Growth Within RetaiN€d GrOUPS..........ueiiiiiiiiie ettt s e e e st e e e s e e e e e e e e eneeeeeeannneeeeeannneeens 13
Percent Change in Number of INdividual MEMDETS..........coo ittt e e e e s e e e e e e e e s neeeeeeennneeeeennn 133

Average Size of Group, INCIUAING INAIVIAUALS. .........coiiiiieee e e e e ettt e e e s e e e e st e e e esnneeeeesennneeeeeannneeeeann 133
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Tab 6

Customer Services

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

Metric

Customer Services Cost Summary

Manual INQUIFIES PEF IMEIMDET ... e ettt e oottt ettt ee e e e e e e e e e e e e e abeeeeaaaaaeeeaaa e nsssbebeeeaeaaaaaaaeaaaannnnnnnnnees
Members per FTE......ccccoooiin,

Manual Inquiries per FTE per Year
Customer Service Cost per Manual Inquiry
Costs per FTE.......coooiiieee et
FTEs per 10,000 Members
Costs per Member per Month

Staffing vs. Non-Labor

Customer Services Total Non-Staffing Costs per TOtal FTE.........cooiiiiiiie ettt st

Customer Services Total Staffing Costs per Total FTE

Customer Services Total Costs per Total FTE.................

Customer Services Total FTEs per 10,000 Members.............

Customer Services Cost per Member Per MONh............ooo it e e e s e e e e et e e e e et ae e e e e ensseeeeeaanreeen,
Percent of Customer Services Costs that are Staffing..........cc.ooiiiiiii e
Percent of Customer Services Costs that are NoN-Staffing...........c.ooiiiiii e
Percent of Customer Services Costs that are OUISOUICEA..........oc.uiiiiiiiiiie e st e b e aneeeeeas
Percent of Customer Services Staffing that is OUISOUICEA..........couiiiiiiiii e e

Inquiries
Inquiries per Member per Year, by Mode and Produci
Manual
IMBINUAD CalIS.......ce ettt ettt ettt ettt ettt e et e ekt e e e s bt e e ab e e o bt e e Rt e e 2a b e e e oa b e e e e e e om b e e e m b e e e aa b e e 2R b e e ambeeeabeeesmbeeanseeanbeeaaneeanns
Paper/Written Inquiries ...........
Manual Electronic Inquiries
Total MaNUAL INQUIFIES. ...ttt e oo oottt ettt e e e e e e e e e e e e e aaaabaaeeeeeeae e e e e nnas s e eeeeeaaaaaeeeaaaaannnssssaseeaaaaaaaans

F U o]y E=1(=To I O | PP PUTURTOPPP

Total MEMDET INQUIMIES ...ttt et e e oo oottt ettt e e eee e e e e e e e e naaabaseeeaaeeee e e nnnnsseeeeeeeaaaaeaeaaaannnssssseeeeaaaaaas

Customer Services INQUINES PEI 100 ClaiMIS.......iiuuiieeiiiiiie et e e e et e e e et e e e e asae e e e e s aaeeaesasseeeeassseeeeaassseeeeaansseaeeaansseaeesanses

Page

Definition Calculation
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Larger Plans Tab 6. Customer Services

Customer Services

Metric Page Definition Calculation

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

Manual
Y= T U I 0= SRR 144
LT oL AT AT (=Y T g o [0 1SR 144
=T U= T = =Y o o o g T [ T[S 145
QLI €= LY =T aTU = TN T TSRS 145
Y (o] g = 1 (= Te O OO PEE USSP OPPPPPPPPRPIO 146
] = LY (=Y 0 o1 o T=Y ol [ o 0T T USSR OPRRROt 146
Percent of Total Calls Received that @are ManUAL.................ooooiiiiiiiiie e e e e e e e e e e e e s rrraeeaaaaaaen, 147
Product Mix of Inquiries
Manual
MANUAI CIIS.........co ettt ettt e e e e e e e e e e a—eeeeeeaaaeeeeeeeaa s asssssseeseeeseeeeeaaassssssaeeeeaaaaeeeeasaansssssssnnnaaaaaaeeeeeasanassnnes 148
Paper/WIItEEN INQUITIES ... . .eeieeeiiie ettt e et e e et e e e s a e e e e e ne et e e e emneeeeeeanseeeeeeaneeeeeanneeeeeeannaeeeeeannaeeeeeanneneeeeannneeeeaanns 148
Manual Electronic Inquiries 149
QLI €= LY =TT E= TN T 4TSS 149
P01 (o] g = 1 (= Te O SO U TR RS POPPPPPPPPRRPPOS 150
TOtal MEMDET INQUITIES ...ttt e ettt e e e et e e e e ettt e e e e ataeeeeesseeeeeeasteeeeeasseeeeaasseeaeeasseeeeeessaeeeeasseeeeeaansseaessansneaesanses 150
Reasons for Inquiries Per Member Per Year, by Product
LY T ) T PP PP TR USRS PP 151
Eligibility 151
Claims Status 152
Provider Check 152
Billing & ID Cards 153
Complaints / Grievances 153
Other . 154
Total Inquiries 154
Reasons for Inquiries as a Percent of Total Inquiries
T T ) T PP PP OSSO UP PP 155
Eligibility.............. 155
Claims Status 156
Provider Check 156
Billing & ID Cards 157
Complaints / Grievances 157
Other . 158
Total Inquiries 158
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Larger Plans Tab 6. Customer Services

Customer Services

Metric Page Definition Calculation
Call Center
AVETrage SPEEA OF ANSWET (ASA). .. eeeeeeiiiiiee ettt e e et e e e ettt e e e s eeeeeeaaneeeeeeaaaneeeeeaanseeeeamsseeeeeanseeeeeaanneeeeesanneeeeeaannnneeeennnees 159
ASA Service Level, at 30 Seconds 159
Abandonment Rate...............cccccvvnnneeenn. 160
HANAIE TIME IN SECONAS. ... ettt e e e e oo e ettt et e e eeeee e e e e e e aaaaasaeeeeeeeaeeeeeeaaassaeeeeaaaaaeeeaaaaansssssssssaaaaeaeeaeaeeanssnnssnnnns 160
Quality
CUSIOMET SEIrVICE INQUINY ACCUFACY ... .. .eieeeeiiiieeeeeeeete e e et e e e et e e e s seeeee e e nteeee e e neeeeeeaanseeeeeaanseeeeanseeeeeeannseeeeeannseeeeeanneeeeeanseeeenannees 161
Percent of MEMDErs SALISTIEA..........cooiiiii et e e e e e e e e e e e e e e e e e eaaaeeeea e e s asssaaeaeaaaaaeeeeaeasnnnnnnnnnnes 161
Net Promoter SCOre (NPS)® - IMEMDETS. ......cooi ittt e e e s e e e e et e e ente e e e e anse e e e e aanneeeeeennneeeeennneeeeeans 162
Member Appeals
Percent of Appeals Adverse Decisions Overturned 162
Percent of Appeals Adverse DecCiSioNS UPNEIQ.........oooo i e e s e e et e e e et e e e e e ee e e e aneeeeeeannneeas 163
Appeals Per 10,000 IMEMDETS. .....c.ci ettt e e e ettt e e e e sttt eeaaane e e e aanae e e e e e neeeeeseseeeeaannseeeeaanneneeeeanseeeeeeansaneeeannnnneeeann 163
Appealed Claims
Number of Appeals as a Percent of TOtal ClIaimMS. .........ooi it e e e e e e et e e e e e e e e ennnneeeeennees 164
Number of Appeals as a Percent of Denied ClaimS. ..........o.uiiii i e et e e et e e s e e e e nnee e e e ennneeeeeennneeeeeanns 164
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Tab 7

Claim and Encounter Capture and Adjudication

Metric

Claims Cost Summary
Suspended Claims
Suspended Claims per Member
Members per FTE
Suspended Claims ProCesSed PEr FTE PEI YA ..........ii ittt ettt e e e st e e e e et e e e e st ee e e s et eeeeennneeeeenaeeeeeenneneeenan
Cost per Suspended Claim
Costs per FTE......cccevvcieeeee.
FTEs Per 10,000 Members
(0701 R oL\ (=Y g g o T=T ol =Tl 1V o o o PSRRI

Total Claims
Claims ProCeSSEA PeI IMEBIMDET...........ooo ettt e e e e e e e e e e et e et e e e e e e e e e e e e e e e e asaaaa et aaaaeaaaaaaaaaaas
MEMDEIS PI FTE . ... oottt et oottt e e e eeeeeeeeeeee e e et e aa—_ s aaeaaaesaeaaaeeeesessssaaaaa e aeaeaaeesessesesssssnnnnnaaaaaaaass
Claims Processed Per FTE Per Year
Cost per Claims Processed
Costs Per FTE..........cccuvveee.
FTEs Per 10,000 Members
CoStS Per MembEr Per IMONN....... ...ttt e e oo ettt et e e e e e e e et s s e aeeeeaaaaeeeeeeaeenssssanseeeeeeeas

Staffing vs. Non-Labor
Claims Processing Total Non-Staffing Costs per Total FTE
Claims Processing Total Staffing Costs per Total FTE
Claims Processing Total Costs per Total FTE..............
Claims Processing Total FTEs per 10,000 Members...
Claims Processing Cost per Member Per IMONTN....... ..o ittt st e et e e e ebe e e sabeeebeeesabeeeanneesnneeeaes

Percent of Claims Processing Costs that are Staffing...........oouii e
Percent of Claims Processing Costs that are Non-Staffing

Percent of Claims Processing Costs that are OULSOUICET. ..........couiiiiiiiiiie et e e e b e e saeeeeneeas
Percent of Claims Processing Staffing that is OUSOUICEA. ...........oiuiiiiiiii e seee e

Volume of Claims
Claims Received

Total ReCEIPIS Per MEMDEI PO YN ...... . ettt e et e e e et et e e e nt e e e et e e e e eseeeeeseneeeeeeanneeeeeeannneeas

Total Receipts Rejected Per MemMbDEr Per Y. ....... .. ittt e et e e e et e e st e e e e e e e e enneeeeeennnaeeeeens
Total Rejected Receipts as a Percent of Total RECEIPIS. .....ciiuuiiiiiiie e e e e s e e e

Page
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Larger Plans Tab 7. Claim and Encounter Capture and Adjudication

Claim and Encounter Capture and Adjudication (continued)

Metric Page Definition Calculation

Volume of Claims (continued)
Processed Claims

Paper Claims Processed Per MEMDEr PEI YEAI........ccoi i ittt e et e e e et e e e et e e s e teeeeeaneeeeeeanneeeeeanneeeeeannes 172
Paper Claims Processed as a Percent Of Total ClaimS...........oiiiiiiiieiiie e e e e e e e e e e eneee e e e anneeas 172
Electronic Claims Processed Per MEmMDEI PEI YEAI..........u ittt ettt e e e e e e e e ettt e e aaaaeeeeaeeesennnsnnnes 173
Electronic Claims Processed as a Percent of Total ClaimsS..........cc.uuiiiiiiiiiii it e e e e e e e e eeeeee s 173
Total Claims Processed Per MEMDEr P YEAT..........cccci oottt e e e e e e et e e e e e e e e s st aaaaeeaaaaaaeeeeaesnnnnssnnees 174
Total Claims Processed as a Percent of Total Receipts 174
{070 1S] i 0= gl {0 Yo7 ST [ 1 =1 o o TS 175
Autoadjudicated Claims
Paper Claims Autoadjudicated Per Member Per YEar..........ouu et ee et e et e e s e tee e e e et e e e e s nne e e e e enneeeeeennaeeeeenn, 176
Paper Auto-Adjudication Rate 176
Paper Claims Autoadjudicated as Percent of Total Claims AutoadjudiCated..............coocuiiiiriiiiiie i 177
Electronic Claims Autoadjudicated Per Member Per YEar..........ouoi it et e e e s e e s e e s neee e e e e eeeeannneeeeeennes 177
Electronic Autoadjudication Rate 178
Electronic Claims Autoadjudicated as Percent of Total Claims Autoadjudicated.............ccooiuiiriiiiiiiei e 178
Total Claims Autoadjudicated Per MembEr Per YA ..........oo oottt e e e e e et e e e et e e e e ennee e e e e nnneeeeeeannneaenannes 179
Total Claims AULO-AdUAICAION RALE........cooi it e e e e e e e st e e et e e e e e e neee e e e e nneeeeesanneeeeeeannneaenannes 179
Suspended Claims (Claims Requiring Manual Intervention)
Paper Claims Suspended Per MembDer Per Y. ...... .. oottt e e e e s e e e e s e s et e e e e ennaeeeeeaneeeeeeaanneeas 180
Paper SUSPENSION RATE...... ...ttt e et e e e ettt e e e e st e e e e ns e e eeeaaseeeeeamseeeeeeanseeeeeaannaeeeeaanneeeeeaannneaenane 180
Electronic Claims Suspended Per Member Per Year 181
ElECIroniC SUSPENSION RATE.... .. eeiii ettt e e e e st e e e e et e e e e snee e e e e e aneeeeean st e e e e anneeeeeeenseeeeesanneneeeeanneneeesannnnees 181
Total Claims Suspended Per Member Per Year 182
LI ] €= LIRS U] o= TS o g T = SRS 182
1070 1S] i o7=T g U o =Y oo [=To X O F= T/ ¢SSO 183
Adjusted Claims
Total Claims AdJUStEd Per MemDEr PeI Y AT .........coi ittt e et e e et e e e et e e e e s ane et e e e ssaeeeeeesaeeeesenteeeesaneeeeeaanneeas 184
LI ] €= LN 1S 10 =T = (= S 184
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Larger Plans Tab 7. Claim and Encounter Capture and Adjudication

Claim and Encounter Capture and Adjudication (continued)

Metric Page Definition Calculation
Volume of Claims (continued)

Denials
Denied Claims Per IMEMDET PO Y AT .......ooi ittt e e e e e e e e e e e e e et e e eeeee e e e e aasssaeeeeeaaaeeeeasaasssssssannnaaaaaaeean, 18
DENIEA ClAIMS RALE.....cooiiiiiii ittt e et e oottt ettt e e e e e e e e e e e e e e s aaaaaaeeeaeeeeeee e asssssaeeseeaaaaeeesasasassssssaneeeeeeeeas 1

Paid Claims Per MEMDEI PEI YEAI........ ... ettt e e e e e e e e e e e aaaaeaeeeeeeaaaasssssaaeeaaaaaeeeeaaeasnnssnnnnnees 186
Paid Claims RAE..... ...t e oo ettt ettt e e e e e e e e e e e e e aaasaaeeeeeeeeeeeeeeesssassseeeeeaaaeeeeeaaaansssssaneeaaaaaeeeeeaeeannnnnnrnes 186

Claims Processing Steps, Percent of Previous
Total Claims Processed, PMPY 18
Denied Claims..........cccccvveveeeeeennn. 1
Total Appeals
Overturned...... 18

Speed of Processing
Average Payment PEriOG iN DaYS. ... ..ooiuiiiiiiiiiiie e eiiiee s ee e et e e et e e e e et ee e e mee e e e e aanseeeeeaanneeee e naneee e e nseeeeeaanneeeeeaanneeeeeannnneeenennnes 1
F N = =T TSI LY=o (o) Y T T = /TSSO 1
Average Claims Inventory as a Percent of Total Claims ProCeSSEA........c.ouuiiiiiiiiiiee et e e e e e 19

Percent of Claims Processed Within the Following Days of Receipt:

15 - 30 days... 194
31 -60 days... 194
B0 = PSSP 194
LI PO T T USSP TP TSR UPPTOPPPRPPRIN 194
Timing of Claims Payment
Average Days Incurred 10 RECEIPT OF ClaiM.. ... .eiiiiiiiiie e e et e e e et e e e st e e e e eaeeenteeeeeeanseeeeeannnnneeeann 195
Average Days Receipt of Claim to Payment APPrOVEQ. ... ... .uiiiiiiiiie et e e e s s e e e et e e e e nnnee e e e s anne e e e e eannneees 195
Average Days Payment Approved to Payment 195
Average Days INCUITEA 10 PAYMENT..........oi ittt e e et e e et e e e s et e e e e amne e e e e steeee e e neeeeeeanseeeeeaanneeeeeannnneeenennnes 195
(@70 g S WU Ty 2 o 10 T I I T = O N I TSSOSO 195
Quality
[ o | = ot oW = Lo A =T oY o | 195
FrequUENCY ACCUIACY PEICENT. ... ... ettt e e e et e e e et e e e e an et e e e e e saeeeee e nseeeesnaeeeeeenneeeeeeennseeeeeanseeeeeannneeeeeaannneens 195
Interest Paid per Claim PrOCESSEA. .........oiiiiiiiieiiiiiee ettt e st e e e et e e e e et e e e e sstee e e e e neeeeeenaeeeeeenseeeeeeansaeeeeeanseeeeeaannseeeeeannneens 196
Interest Paid as a Percent of Total Health BENEfitS............uuuiiiiiiiiiii e e e e e e e e e e e aaaanees 196
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Tab 8

Information Systems

Metric Page Definition Calculation
Information Systems Cost Summary
LI €= Ll = o =T 0 T I = 201
x IS Costs per Total FTE......... 201
= 1S Costs per IS FTE.................... 201
x IS FTEs per 10,000 Members 201
S Oe T a o =Y g 1V =Y o 4] o =Y o =Y /T o o USSR 201
Effect of IS Allocated by Supported Functional Arez
IS After Allocation as a Percent of Total IS 201
X Total ISPMPM.....cccooiiiiiiiieceeeeeeeeiee 201
= |S Costs PMPM, After Allocation.... 201
x Non-IS Costs PMPM, After Allocation............ 201
= Total AdMINISIrative COST PIMPIVL........oooo ettt e oo e e e et e et et e e e e e e e e eaata b e e eeeeaaaaeeeeaaaaassssssaaasaaaeeeaeeeeaannes 201
Internal vs. Outsourced FTE Costs
Internal IS EXpenses Per INtErNal FTE..... ... .ottt e et e e e et e e e st e e e e nae e e e e e neeeeeeennteneeeennseeeeeaanneeeeeannnneeas 202
Outsourced IS Expenses per OUISOUICEA FTE...... ..o ettt e e e et e e e e st e e e e sae e e e e nteeeeeenneeeeeeaannneeeeaannneeens 202
Staffing vs. Non-Labor
Information Systems Total Non-Staffing Costs per TOtal FTE........coo it e e e s e e e eneeeeeeeneee 202
+ Information Systems Total Staffing Costs per Total FTE 202
= Information Systems Total Costs per Total FTE................ 202
x Information Systems Total FTEs per 10,000 Members 202
= Information Systems Cost per Member Per IMONTN.... ... i ettt e et e e bt e e eabe e s be e e snteeanneean 202
Percent of Information Systems Costs that are Staffing..........c.cooiiiii e 202
Percent of Information Systems Costs that are Non-Staffing 202
Percent of Information Systems Costs that are OULSOUICEA..............eii i e e e e e e e s 202
Percent of Information Systems Staffing that is OQUISOUICEA............c.uuiiiiiie e e s 202
Total Information Systems Costs, Natural Accounting Categories
Per Member Per Month
(a) Internal Employees, Including Travel @nd TraiNing..........oooeiiieireeieeeeesiee e e s e e e s e e e s e e e enneeeeeaanneeeeeaanneeeeeennnneeesennnneeeean 203
(b) Outsourced Employees and CONractors............cooccuueveeiiieeeeeeiiieee e e e 203
(C) Consultants..........ooceereiiiiiiee e e 203
(d) Hardware Depreciation and Maintenance......... e 203
(e) Software Amortization and Maintenance....................... e ———————— 203
(f) Other INformation SYSEMS.........ciiiiiiiee e e e e s e e 203
Total INfOormMation SYSIEMS EXPENSES........uuiiiieiiiiie et e e e e e e e st e e e e e st e e e e aneeeeeeaantaeesanseeeeeannaeeeeeannaeeeeeansaeeeeennnenes 203
Percent of Premium Equivalents
(a) Internal Employees, Including Travel @nd TraiNinNg..........oooeiiieireeiieee e e e e e e st a e e s sneeee e e s sneeeeesanneeeeeaannneeeesnnnneeeeenneneeeeas 203
(b) Outsourced Employees and Contractors............cc.ccccevevvieeerennnnnen. 203
(C) Consultants.........cooceeeeiiiiieee e e 203
(d) Hardware Depreciation and Maintenance......... e 203
(e) Software Amortization and Maintenance....................... e ——— 203
(f) Other INformation SYSIEMS.........oiiiiiiiie e s e e e s e e 203
Total INfOormMation SYSIEMS EXPENSES......cuuiiiieiiiiee ettt e e e e e e e st e e e e et e e e e e naeeeeeaantaee e anseeeeeannaeeeeeannaneeeeansaeeeesannenes 203
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Larger Plans

Tab 8. Information Systems

Information Systems

Metric

Total Information Systems Costs, Natural Accounting Categories (continued)
Percent of Total Information Systems Costs
(a) Internal Employees, Including Travel and Training
b) Outsourced Employees and Contractors. .........ccccveeveiereiiiieeeeicee e
[ 1O E- T =1 o1 (3
d) Hardware Depreciation and Maintenance
e) Software Amortization and Maintenance............ccccoccccveeiiienen.
f) Other Information Systems............cooviiiiriiee e,
Total INformation SYSIEMS EXPENSES. .......uuiiiiiiiiiiie ettt e e e e e e et e e e e e eeesaneeeeeeaantaeesanseeeeeannaeeeeeannaneeeeannaeeeeeannenes

(
(
(
(
(

Total Information Systems Costs, Functional Areas
Per Member Per Month
= ) O o 1= = 1T F==Ta o IR TU o] oo SO
(1) Voice and Data Network
L7 =1 = T =Y o1 (= PSS
L)1 =L e L0 T= =T 1o PSS
(4) DeSKtOP SErVICES.......uviieeiiieee e
(B) HElp DESK...ceeeeiiiiee e
(6)
(7
(8)

Storage and Capacity Management
Business Continuity Planning (BCP) and Disaster Recovery (DR)

B (o) aY o] o1 [Tz (o TSR 1Y F= 1 ) (=T = T U= USRS
11 (c) Applications Acquisition and DEVEIOPMENT..........ooi it e et e e et e e e et e e e e e nte e e e s anneeeeeanneeeeeenneeeeeeneeeeeans
(1) Project Management Office and Support (PMO)
72 10 1= S
11 (d) Security Administration and Enforcement
Total INformation SYSIEMS EXPENSES........uuiiiiiiiiiie et e e e e e e ettt e e e e st e e e saneeeee e e neaeesanseeeeeannaeeeeeannaeeeeesnsaeeeesnnnenes

Percent of Premium Equivalents
L= ) O o 1= = 1T F==Ta o IR TU o] oo SO

(1) Voice and Data Network
(72 =1 = T O =Y o1 (= PR
(3) Engineering.......ccccoeecvveeiiiieeeee
(4) Desktop Services....
(B) HElp DESK...ceeeeiieiiee e
(6)
(7)
(8)

Storage and Capacity Management
Business Continuity Planning (BCP) and Disaster Recovery (DR)

72 10 {1 S
11 (d) Security Administration and Enforcement
Total INfOormMation SYSTEMS EXPENSES.......uuiiiieiiiiie ettt e e e e e e et e e e e e s eeeeesaneeeeeeeansaeesanseeeeeannneeeeeannseeeeeansaeeeeannnenes
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204
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204
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204

Definition Calculation
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Larger Plans Tab 8. Information Systems

Information Systems

Metric Page Definition Calculation

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

L= ) O o 1= = 1T F==Ta o IR TU o] oo SO
(1) Voice and Data Network
L7 = = T =Y o1 (= PSS
L)1 =L e L0 T= =T 1o PSS
(4) Desktop Services
(B) Help DeSK...ovevieeiiieeeiiee e
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(7
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2) .
11 (d) Security Administration and ENfOrCEMENT............eoiiiiie et e e e e et e e e et e e e e nneee e e e eneeeeeeannneeas
Total INfOormMation SYSIEMS EXPENSES.........uiiiiiiiiiie et e e e e e e et e e e et eeesaneeeeeeeeneaeesanseeeeeannaeeeeeannseeeeeannaeeeeennnenes

N
o
a

N
o
[&)]

Capabilities of Hardware
Utilization
Average Utilization for ProCesSors, 24/7 CapPaCity..........eeueiiiieeeeiiiiee et e e e st e e e sttt e e e et e e e e sne e e e e aneeeeessnneeeeesenseeeeeaanneeeeeaannneees
Average Utilization for Processors, Prime Shift
Peak Utilization for Processors, Prime Shift...........oo it

N
o
[o)]

N
o
[o)]

N
o
[o)]

Data Center Storage Capacity
LI ] €= LI 1Y =1 o) (S
Terabytes per 10,000 MEMDETS. ........ooi i iieeiiee e e e et e e et e e e e s n e e e e s nee e e e e e nseeeeeaneeeeaanneneeeaannneeeeaannseeeeeannseeeesanneneeeans

N
o
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o
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Internal Help Desk
AvErage SPEEA tO ANSWET, SECONMS. ....cc . ueiieeeieiiie e e et eee e e e eee e e e teeee e et eeeeeaaaneeeeeaanseeeeaanseeeee s seeeeaanneeeeeaansseeeesannaeeeesannneeeeeansnneeeann
Call Abandonment Rate
Average Handle TimME, SECONUS. ........coii ettt e e ettt e e e et e e e e s n et e e e s naeeaeeanneeeee e e seeeeaanneeeeeaansseeaeeansneeeeanneneeeeannnnneeeann
LT Q0= 1| I =T To 11 o g T = =SS
T2 11 =T o] TS o= (<o )t (o Ht OSSPSR
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Inquiries per Helpdesk FTE per Year, by Type
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Larger Plans Tab 8. Information Systems

Information Systems

Metric Page Definition Calculation
Internal Help Desk, continued
Percent of Total Inquiries ReqUIriNg ESCAlAtION...........oooiiiiii et e e e e e e e e e e s e e e ennnneeeeennnes 206
LI ] €= Ll I =T o Tl o 1= oo L= S IS 206
Helpdesk FTES per 10,000 MEMDEIS. ... ..uiiiiiiiieee et e ettt e ettt e e e et e e e s st e e e e nse e e e e ssaeeeeeensaeeeeanseeeeeeansseeeeeannaneeeannseneeeannseneeennn 206
Desktop Management SOftWare @nd VENAOIS. ........cco i et e e e e e et e e e et eeeane e e e anneeeeeesnnaeeeeeansaeeeeennneeeeennn 207
IT Project and Development Costs
Projects per 10,000 Members
Total Projects Worked On, but NOt COMPIETEA. .......coo i i e e e s e e e et e e e e e eeeeeeeneeeeeeaanneeas 208
Total Projects Completed 208
LI ] €= 1N {0 =T SRS 208
Projects per Information Systems FTE
Total Projects Worked On, but NOt COMPIETEA. ........oo i i e e et a e e et e e e e e e e e e eneeeeeeaanneeas 208
Total Projects Completed 208
LI ] €= 1N {0 =T SRS 208
Average Development HOUIS PEI PIOJECE.........ooi ettt e e e ettt e e e st e e e e e s e e e en e e e e e enneeeeeeanseeeeesanneeeeeaannneens 208
Average Development HOUIS PEI IS FTE..... ..o it e e et e e e st e e e e s s e e e s neee e e e s amteeeeeaanneeeeeaanneeeeeannnneens 208
Project Spend
(7= T o €= 1[74=To IS o= g To I 0= gl e = I o)=Y o S 208
Expensed Spend per Total Project 208
QI ] €= 1R o 1= aTo I o= I = I8 Yo 1SS 208
Core Systems
Number of Core Insurance Operating Systems BeiNG USEd.........cooiiiiiiiiiiiiie et e e e e e s e e e senneeeeeennes 208
(070] LIRS £53 =Y 0 4 F 01 o= oo SO 208
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> 1 x

I x 1 +

Tab 9
Corporate Services Cluster
The Corporate Services Cluster is comprised of the functions of Finance and Accounting, Actuarial, Corporate Executive and Governance and the Corporate Services

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

Metric Page Definition Calculation

Corporate Services Function

Corporate Services Cost Summary

Total FTES per Corporate SEIVICE FTES.........coiiiiiiiiiiiiiiie et e et e ettt e e e ettt e e e et e e e e aaaeeeeeaasssaesssseeeesansaseeesansseeeeaasseeaeaanes 218
Corporate Services Costs per Total FTE............. 218
Cost of Corporate Services per FTE 218
Corporate Services FTEs per 10,000 Members......... 218
Corporate Services Cost per Member per Month 218
Staffing vs. Non-Labor
Corporate Services Function Total Non-Labor Cost per Total FTE 218
Corporate Services Function Total Staffing Costs per Total FTE............... 218
Corporate Services Function Total Costs per Total FTE................ 218
Corporate Services Function Total FTEs per 10,000 Members..... 218
Corporate Services Function Cost per Member per MONTh............oooiiiiii it a e e enrae e 218
Percent of Corporate Services Function Costs that are Staffing...........cooiiiiiiiiii e 218
Percent of Corporate Services Function Costs that are NON-Labor.............c...ooiiiiiiii it 218
Percent of Corporate Services Function Costs that are OULSOUICEd.............coeiiiiiiiiiiiiiie e a e 218
Percent of Corporate Services Function Staffing that is OUISOUICEd...........c.ciiiiiiiiiii e, 218
Human Resources
Span of Control
Middle Management to Top Management 219
Managers to Middle Management 219
Supervisors to Managers.................. 219
= (o IS 10 01T AV Yo TSRS SOP RPN 219
Total EMpIoyees t0 TOP MANAGEMENL..........cc.iiiiiiiiieitiietie ettt ettt e ete et e e teesbeeebeesseeebeesaeebeeaseesbeebeesseeaseesseesseseseesanas 219
Employees Other than Top Management to Top Management 219
Middle Management, Managers and Supervisors to Top............... 219
Staff to Middle Management, Managers and SUPEIVISOIS. .......ccuiuuiauii ittt eaieteaieeaatteeateeesiteeaaseeaanseeanteeabeeessseaaanseesseeaaseeasas 219
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Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation

Human Resources, continued

EEO-1 Job Categories as a Percent of Total Employees

/= g =T 1= 4 | S 219
Professional 219
Clerical............. 219
Technical 219
SAIES WWOTKET ... ...ttt e e oo oo oottt et e e e eeeee e e e e e e e aassasaeeeeeaeeeeeeeeeeeaaeeeeeeaaaaeeeeaaaanntanranneeeaaaaeeeaaaaaannnnrrarneeeees 219
SEIVICE WOTKET ...ttt ettt e e e e oo oottt e et e e eeee e e e e e e e s aassasaaeaeeaeeeeeeeeeeassseeeeaaeaaeeeeasanssssssseeeaeaaaaeeeasaaannnssssnsnneeeens 219
Laborer........c.......... 219
Craft Worker 219
L0 01T = YT T o = S 219
10} €= 1N =10 o] (03 V=T =SS 219
Turnover
Recruitment Costs and Frequencies
L LT o LY g I 0100 I =S 220
External Hires / 1,000 FTEs 220
INEEINAI HIrES/ 1,000 FTES. ...ttt e e e e e e e e e ettt e e e e e eeeeeeeee e e e s aaasasaseeeeeeeesesaasssssssneeeeaaeaeeesaaaannssssnnnneaees 220
External Hires Percent TOTAl HIrES.........uueiiiiiiiii ittt e e e e e e e et e e e e e e e s e e aaa s s saeeeeaaaaeeeeeeaeennnsssnnnnees 220
Internal Hires PErcent TOtal HIMES........cooeiieiieieeieeie et e e e e e e e e e e e e e e e e e e aee e e e e e s s aasssaaaeaeaeaeeeeeeeaaanes 220
F N =T =T TSI 0013 0Tl o 11 SRS 220
[ =Y (o T | I q =Y g = 1T = OSSPSR 220
[ 2= VS (o T | L1 (=4 P LN L1 SN 220
Employee Separations
Total Separations Per 1,000 FTES.........ouiiiiiieiiiiiie ettt e e e e e e st e e e s aeeeeeesneeeeeeaseeeeeeasseeeeaansseeeeeneeeeeeannseneeeannseeeeeanns 220
Voluntary Separations Per 1,000 FTES..........oiiiiiiiiieiiiiiee et e et e e et e e e e sttt e e e e e nteeeeeeanseeeeansneeeeeneneeesennseneeeannneneeeann 220
Involuntary Separations Per 1,000 FTES..........oiiiiiiiiie et e e e e e e e e st e e e e s eae e e e e ate e e e e asseeeeeanseeeeeanneeeeeanneeees 220
Retirements per 1,000 FTES......ccccccceviivevvineennn. 220
Other Separations per 1,000 FTEs 220
Voluntary Separations Percent Of TOaL..........ooo i e e et e e e e st ee e st e e e e ann e e e e enneeeeeennneeeeeneee 220
Involuntary Separations Percent of Total 220
Retirements Percent of Total...............c.cceenne 220
Other Separations Percent Of TOAI...........ciiiiiiiie ettt e e e e e e st e s et e e e e e anee e e e e aanseeeeeanneeeeeanneeeas 220
TOTAI TUMMOVET ...ttt e e e ettt e e e e e e e e e e e e e aaateaaeeeaaeaeeeeeeeeee s sassaasseeeeeeeeaaasssssseeneeeaaaaeeeesaaaannssssssnnneeeeeeeenas 220
=] (=101 1[0 ] o OO PP PP UPURRRRRRRRUURPPPNE 220
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Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation

Human Resources, continued

Work Time and Reasons for Missed Days
Percent
Days Worked as @ Percent Of WOIK DaysS........c..uiie ittt s et s e e e ettt e e e et e e e sttt e e s eteeeeaannseeeeesnnnneeesennaneeeeannnes
Missed Days as @ Percent Of WOIK DaYS........ccuiiie ittt e et e e st e e e s e e e et e e e sneee e e s enseeeeaannseeeesannnneeeeannaeeeeennnnes

N
N
-

N
N
-

N
N
-

FMLA Days as a Percent Of MISSEA DAYS........ccieiiuiiiiiiiiiiee et e et e e e et e e e e s e e e s s e e e e annseeeeansseeeesannseeeeeannneeeesannneeens
Short Term Disability as @ Percent of MiSSEA DaysS........c..uiiiiiiiiiiee et s e e s e e e s e e e e e e e aanseeeeeanneeeeeenneeeas
Workers Comp Days as a Percent of Missed Days
Other Days Missed as a Percent of Missed Days

Total Missed Days as @ Percent of MISSEA DAYS. .....cccoiiuiiie ittt e st e e e s e e s s e e e sneee e e e ennneeeeeeanneeeeeaannneeas

N
N
-

N
N
-

N
N
-

N
N
-

Per FTE
[ =Y NV = 1 =T o] (o (o TN A Yo o S o T el I =SS
[ = TSR o T 1= Yo o T I S

N
N
-

N
N
-

N
N
-

LY Lo £ o =Y IS
Short Term Disability Days per FTE..
Workers Comp days per FTE............
Other days Missed per FTE...............

Total Days Missed per FTE

N
N
-

N
N
-

N
N
-

N
N
-

PTO
PTO Days Based on Years of Employment

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

N
N
N

Does your plan Offer @ PTO SYSIEIM?.....cooi et e e et e e et e e e e ntee e e e e neeeeeeaaneeeeeansseeeeeansseeeeeanneneeeeanneeeesannns
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Inx 1 +

Larger Plans

Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page

Human Resources, continued

Teleworking

Percent of FTEs
That AIWaySs WOTK @t HOMIE........eeoieiiie ettt e e e e e e e e e e e aa e e e e mee e e e e eaeeeeesaanseeeeeansaeeeeeenseneeeennsaeeeeannnens 223
1= A0 [0 =Y SRS 223
L o 1 o] =8 (o =Y = T S 223
Eligible to Telework that Always Work from Home 223
Eligible to TeleWOork that "HOLEI"........ ..ot e e et e e e e st e e e e e ne e e en et e e e e anse e e e e e anneeeeeaannneeeeeannnneeeennnens 223

Human Resources Cost Summary
L | Oy 5 o= 1o = |l I S 224
Total FTEs per HR FTE 224
HR Costs per HR FTE.......ccooiiiieee 224
HR FTEs per 10,000 Members...........ccccceevernnnns 224
HR Cost per Member per Month 224

Staffing vs. Non-Labor

Human Resources Non-Labor Costs per Human Resources FTE
Human Resources Staffing Costs per Human Resources FTE
Human Resources Costs per Human Resources FTE
Human Resources FTEs per 10,000 Members
1070 1S] i o= 1Y =T 4] o= gl =Y 1 T | 4 o

Percent of Human Resources Costs that are NON-Labor.............cooiiii e

Percent of Human Resources Costs that are Staffing..........cueeii i e e e

Percent of Human Resources Costs that are QUISOUICE............ooiiiiiiiiiiieeee et e e e e e e e e e e e 224

Percent of Staff that IS QUISOUICE. ..........ooii it e e e e e e e e e e e e e e e ee e e e e e s aasaaeeeeeaaaaeeeasaasassssaseeeeeeeeas 224

Employee Tenure

Percent of Employees With Less Than One Year Of TENUIE.........oooo ittt e e s s e e e ee e e e ennneeee s 225
Percent of Employees With One to Five Years of Tenure 227
Percent of Employees With Six to Ten Years of Tenure............. 229
Percent of Employees With More Than Ten Years Of TENUIE..........coi i e s e e e e e e 231
Average EmpPloyee DUFAtioN iN YEAIS. ......c..uiii e e it e ettt e ettt e e et e e e et e e e e st e e e enseeeeeeenneeeeaansaeeeeanneeaeesnneeeeeeneneeenannnnees 233

Definition Calculation

I

14
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Inx 1 +

Larger Plans

Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Legal
Staffing vs. Non-Labor
[I=To b= 1 I8\ [ o B =T o o] g @0 1=] =T g I =Y F= | e S SSUER 235
Legal Staffing Costs per Legal FTE. ... .. ..ottt et e e et e e e e e e e e e s nee e e s anee e e e e eanseeeeeaanseeeeeaanneeeeeeannneeenanne 235
Yo b= I @0 XS] (3 o =Tl =T T N I =S 235
Legal FTEs per 10,000 Members 235
1070 1S] i o= 1Y =T 4] o= gl =Y 1 T | 4 o 235
Percent of Legal Costs that @re NON-LabOor.............uiiii e e e e e e e et e e e e et ee e e e e nnneeeeeeannneeeeanns 235
Percent of Legal Costs that @re Staffing.........ccoi oot e et e e st e e e et e e e e nneeeeeeennnees 235
Percent of Legal Costs that @are OUISOUMCEA............ooiiiiiiiieiiee et e et e e et e e e s e e e st e e e e neeeeeeeneeeeeeannneeeeeannns 235
Percent of Legal Staff that is OULSOUICEA. ..........c..uiiiieie et e e e et e e e e ee e e e e e e e s nneeeeeennseeeeeenneeeeeeannnees 235
Normal Business vs. Outside Litigation Costs
Per Member Per Month
NOIMAal BUSINESS LEGAI COSES. ......eeiiiiiiieeiiiie ettt e e e et e e e ettt e e s nae e e e e e neeeee e e neeeeeanseeeeeansaeeeeeenseeeeeeannseeeeeannneeeeeannns 235
Outside Litigation Costs 235
LI €= L () T =T = I 01 £ SRS 235
Percent of Premiums and Fees
NOIMAal BUSINESS LEGAI COSES. ......eeeiiiiiiiee et e e e e st e e e et e e e e nae e e e e e neeeee e e neeeeeanseeeeeansaneeeeensseeeeeannsneeeeannneeeenannns 235
L@ 1Ty o L= Iy (o =1 (10 o T 07 013 £ 235
LI €= L () T =T = I 01 £SO 235
Percent of Total Legal Costs
NOIMal BUSINESS LEGAI COSES. .....ceeiiiiiiiiee e ettt e et e e et e e e et ee e e st e e e e neeeee e e neeeeeanaeeeeeansseeeeeansseeeeeanneneeeeannneeeeaannns 235
Outside Litigation Costs............. 235
Total 14 (b) Legal costs 235
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Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

I x 1 x

I x 1 x 1 x

I x 1 x

x> 1 x 1l x

Inx 1 +

Metric Page Definition Calculation
Facilities

Facilities Cost Summary

L= o7 ) L= @0 XS] (3 o= i o] €= | N 8 =S 236
I €= Ll = o= = o1 1 1T N 236
Facilities Costs Per FACIlITIES FTE...... ..o et e e e et e e e et e e e e enteeeaamn e e e e sanaeeeeeeenseneeeennseeeeeannneeeeeaannnees 236
Facilities FTEs per 10,0000 Members....... 236
Facilities Costs per Member per Month 236
L= o ) L= ol It oY= o = N I =SS 236
Total Usable Square Feet per Facilities FTEs.... 236
Total Usable Square Feet per Total FTEs.......... 236
Facilities Cost per Total Usable SQUAre FEET......... ..ot e e e e e e et e e e e e neee e e e s anneeeeeannnneeeeennes 236
L= o ) =R O 013 (3 01T o] €= | ol 8 =SOSR 236
Total FTEs per 10,000 Members........... 236
Facilities cost per Member per Month 236
Facilities Cost Summary - On-Site or Internal FTEs Only
L= o7 ) L= @0 XS] (3 o= i o] €= | N 8 =S 236
Total FTEs per Facilities FTE.......... 236
Facilities Costs per Facilities FTE.......... 236
Facilities FTEs per 10,0000 Members... 236
Facilities Costs per Member PEIr IMONTN.........ooi et e et e e e et e e e e s nte e e s e e e e e e seeeeeeanseeeeeeanneeeeeaanneees 236
L= o ) L= ol It oY= o = N I =SS 236
Total Usable Square Feet per Facilities FTES.........ccccccooicnennns 236
Total Usable Square Feet per Total FTEs.........cccoovcieviiiiineenes 236
Facilities Cost per Total Usable Square Feet.. e 236
Facilities Costs per Total FTEs.........ccccccveee... 236
Total FTEs per 10,000 Members........... 236
Facilities cost per Member per Month 236
Staffing vs. Non-Labor
Total Non-Staffing Costs per Total FTE 237
Total Staffing Costs per Total FTE............... 237
Total Costs per Total FTE.........cccoooieeennnns 237
Total FTEs per 10,000 Members........... 237
1070 1S] i o= g1V =T 4] o= gl =Y 1 o | 4 o S 237
Percent of Facilities Costs that are Staffing..........ooi i e e e e e e e e e s e e e e nnnaeeeeannee 237
Percent of Facilities Costs that are NON-LabOr.................uuiiiiiie et e e e e e e e e e e e e e e e e e e e e nannnnnes 237
Percent of Facilities Costs that are OQUISOUICEA. ............oeeiiiiiiiiiii e e e e e e e e e e e e e e e e s e ar s e eneeaaaaaeen, 237
Percent of Facilities Staff that is OUISOUICEA. .............uuiiiiiiiiiiii e e e e e e e e e e e e e e s s e assraneaeeeeeeas 237
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Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Facilities, continued

Square Footage of Facilities

238
238
238
Square Feet per On-Site FTE
(€] (0T P PP PUUURRRRRRPPPPPNE 238
LU LST] o] LTSS PP UPPRTRRN 238
Usable Square Footage by Type
=Y (ot o1 f @ AT o 1= Yo [P PP UUPTTRRN 238
PEICENT LEASEM. ..o oottt e e e e e oo et ettt e et e eeeeeeeee e e e aatasaaeeeeeeeeeeaaaa———aanetaeaaaeeeaaaaaaanntraaataaaaaeaeaaeeaaaaans 238
Usable Square Feet as a Percent of Gross SQUAre FEET.........uuiiiiiiiiiiii e e e e e e e es 238
Gross Square Footage by Type
=Y (ot o1 f @ AT o 1= Yo [P PP UUPTTRRN 238
PEICENT LEASEM. ...ttt e e e e oo e e e ettt e eeeeeeeeeeeee e aatasaaeeeeeeeeeeaaaaataanaetaeaaaeeeaaaaaaannnrraaaaaaaeeaeaeaeaaaaas 238
Total Facilities Costs per Square Foot
(€] (0T OSSP P PP UUTRRRRRRPUPOPNE 238
LU LT o] LTSS P UPPRTRRRRN 238
Facilities Costs by Type
Per Member Per Month
{62 T R 238
(b) Depreciation e eeee e eeee e e —eeeeaa——raeeaneeaeeane ettt eeeeeeeeeeeeeeaateeeaaeeeeeeaaneereeeaaneeeeeeanneeeeeaanneeeeeannneeens 238
(&3 B LS= LS IR T | =g T I I O 238
() SECUMLY...eeeieieeeiee et e e e ————— 238
(e) Maintenance..........ccccccceeeenne et e e eReeeeeeaNteeeeeaasteeeeeanteeeeeanteeeanteeeeeannteeeeannteeeaaaaeeeeannneneeeaanneeeeeanns 238
(f) Leasehold Improvements.... et e eneeeeeeaaneeeeeaaneeeeeeannereeeeaneeeeaanneeeeennnneeeeaannee e 238
(o) 2 LI (3T SRS 238
L] ¢ | PR OPPPPPPPPPPPPO 238
Percent of Premiums and Fees
{62 3L S 238
(b) Depreciation.................... e eeee e eeee e e —eeeeaa——raeeaneeaeeane ettt eeeeeeeeeeeeeeaateeeaaeeeeeeaaneereeeaaneeeeeeanneeeeeaanneeeeeannneeens 238
(&3 L 5= LS IR T | =g T I I OSSR 238
(d) SECUILY....eeeieee e eeree e 238
(e) Maintenance..............c........ ettt e e eeeeeeeateeeeeaanteeeeaaneeeeeanteeeeaannneeeeeaannreeenane e 238
(f) Leasehold Improvements.... et e eneeeeeeaaneeeeeaaneeeeeeannereeeeaneeeeaanneeeeennnneeeeaannee e 238
(o) 2 LI (3T SRRSO 238
L] ¢ | PSR OPPPPPPPPPPPPPO 238
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Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Facilities, continued

Facilities Costs by Type, continued
Percent of Total Facilities Costs

{62 T 0L S 239
(o) .Z=] o =7 = 1o ) o P e ——— 239
(&3 B LS= LS IR T | =g T I I O 239
(d) SECUILY....eeeieee e eeree e 239
(e) Maintenance...................... ettt e e eeeeeeeateeeeeaanteeeeaaneeeeeanteeeeaannneeeeeaannreeenane e 239
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(o)A L@ LT S T TP USSP PP P RUPPOPPPTIOE 239
L] ¢ | PR OPPPPPPPPPPPPO 239
Printing and Mailroom
Mail Volume
Incoming Mail VoIUME PEF IMEIMDET ... ettt et e e et e e e st e e e e s teee e s s e e e e annaeeeeeensaeeeeeansaeeeeannnees 239
Outgoing Maiil VOIUME PEF MEMDET.........oo ettt et e e ettt e e ettt e e e e st e e e e e neeeeeeasaeeeeeenneeeeeeanseneeeeannseeeeaannneeeeaanns 239
Total Mail VOIUME PEF IMEMIDET ... . ittt ettt e e e ettt e e e et e e e e e anne e e e e e nneeeeeeameeeeaanseeeeeannseeeeeannneeeesannaneeeeannes 239
Percent of Incoming Mail VOIUME Of TOAL........ciueiiiiiee et e et e e e et e e s e e e e e e e e enneeeeeeenneeeeeennnees 239
Percent of Outgoing Mail VOIUME Of TOAL........ccueiiieiiiie et e e e e et e e st e e e e e e e e enneeeeeeenneeeeeeannees 239
Percent of Total Mail VOIUMIE........oooi ittt e oo e e oot e e et e eee e e e e e s e e e e eeeeaaaeeeeaaaaasssssssneaaaaeeaeeeeeeannns 239
Printing and Mailing Costs by Type
Per Member Per Month
I 5= Lo =TT IR Lo 1= 774V OSSO 240
2. Marketing.......ccccceevveeeennn. e 240
3.8aleS..cuiiiiiiiiiiiiee 240
Yo A V7214 (7 g o =T To I 0] . o) (T o TSSOSO 240
6. Provider Network Management @nd SEIVICES. ......couiiiuuiiieiiiiie e eeiee e teee e e ettt e e e st e e e s e e e e s s e e e snseeeeaanseeeeeanneeeeeanneeees 240
7. Medical Management / Quality Assurance / Wellness................... e ——— 240
8. Enrolliment / Membership / Billing e 240
9. CUSIOMET SEIVICES. .....ccciiiiteee ettt e e e e e e e e e e e e e e e e e e e e e —— 240
10. Claim and Encounter Capture and Adjudication................. e e 240
11. Information Systems EXPENSES......ccceiiiiiiiiiiiie e e ——— 240
12. Finance and ACCOUNTING.......cciiiiiiiiieeiiiiie e e e S, 240
13. Actuarial.......ccceeeeeeiiieiiiiiiei, e eeeeeeeeeeeeeeeeesssssseeeeeeseeeeesssssssseeteteeeeeeeiaaanastrarrataaaaeeeeaaaaaannnnns 240
14, COrporate SEIrVICES FUNCHION. .. ... .. it e e e st e e ettt e e e et e e e e neeeeeenneeeeeannseeaeeenneeeeesannsneeeeanseeeeann 240
15. Corporate EXECULIVE & GOVEIMANCE. ........ceeiiieiieeeeiiiiee e ettt e e s ee e e st e e e aaeeeee e e et eeeeaasteeeeeaanseeeeannseeaeeanneeeeesannseneeeannseeeeaann 240
L] £ | PSSO OO OO PP UPPPPTN 240
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Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Printing and Mailroom, continued

Printing and Mailing Costs by Type, continued
Percent of Premiums and Fees
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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

Risk Adjustment Cost Summary

Chart RevieWs per 1,000 IMEMDEIS. .......ccii ittt e et e e et e e ettt e e et e e e aeeeesmeeeeeaseeeeanseeeasteeeanseeeeaneeeesnseeeannseeeanneeeennseeennnes
Members per FTE........coooiirieeeeee e,

Chart Reviews per FTE per Year.....

Cost per Chart Review...........cc........

Costs per FTE........cccvevieeenns
FTEs per 10,000 Members........
CoSts PEIr MEMDET PEI MONTN.......oiiiiiii ettt e e et e e ettt e e s e e e s aaeeeesseeeeasseeestaeeassseeeansseeesseaeensseeeenseeeanseeeanseaens

Staffing vs. Non-Labor - Risk Adjustment
Risk Adjustment Non-Labor Cost per TOtal FTE.........ooo ittt e st e e e st e st e e e nne e e e s s e e esneeeeenneeeenneeeeanns
Risk Adjustment Total Staffing Costs Per TOtal FTE.........ooo oo e et e e s e e st e e et e e s st e e e s nneeeeneeeenneeeeanns
Risk Adjustment Total Costs Per TOtal FTE...........ooo ittt e et e et e e e st e e s e e e s n e e e anseeeeneeeesneeeeennneeeanneeeens
Risk Adjustment Total FTEs per 10,000 Members
Risk Adjustment Cost per Member PEr IMONTN...........oiiiiiii et e et e e et e e st eesnt e e ene e e e eneeeeenneeeeanneeesneeeennnees

Percent of Risk Adjustment Costs that are Staffing.........cooiiiiiiiie e e e e e e e enneeas
Percent of Risk Adjustment Costs that are NON-LADOT...........c.coo it e e s e e s e e e snee e e s e e e nneeeeennes

Percent of Risk Adjustment Costs that are OUISOUICEQ. ..........coiiiiiiiiie et e s e e s e e st e e e nneeeeennees
Percent of Risk Adjustment Staffing that is OUISOUICEM............ooiiiiiiie e e e e e e e nneeeeennes

Number of Chart Reviews
Per 1,000 Members
101 (=14 o= | RSO PPPPRRRRSPR
Outsourced

Percent of Charts Subject to Multiple Passes
(O8] CTo 0] ot =To FO TSP PR OUPRPRTOPI

Percent of Charts Reviews: Internal vs. Outsourced
101 (=14 o= | TSP PUPPTRRRSPR
Outsourced...

Risk Adjustment Staffing
Risk Adjustment Staffing FTEs per 10,000 Members
Other Risk AdjUSTMENT EMPIOYEES........co. ittt e e e et e e e st e e ans et e ean e e e e saeeeeaneeeesnseeeeanseeeaanseeeannneenansneennnen
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Definition Calculation
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