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Tab 1. Introduction and Background
Organization, conventions, applicability, and process of the Sherlock Benchmarks.

Tab 2. Operational Metrics Overview

Summary Analysis - This section presents summary analyses of factors of costs in each functional area.
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Includes analyses related to those functions of Rating and Underwriting, Marketing, Sales, Commissions (external) and Advertising and
Promotion.

Tab 4. 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, 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

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.

Tab 6. 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.

Tab 7. 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 claims and settle claims with claimants in accordance with policy provisions and performs
COB functions.

Tab 8. 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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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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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
Total MEMDEISID GIrOWEN......ciiieiieeie ettt ettt e et e e et bt e e e te e e e este e e s sseeeaabeeasseeeanseaeessseeeansaeeasseeeanssaesanseeesnsnnes 24

Membership Increase Due to Group Members 24
Membership Increase Due to Individual Members 25
Note: Group Member PersiStENCY RALE..........cuiii ittt e st e e e e e et e e e esteeessseeeasaeeeanbeaeeasseeesrseeesasseeeanns 25
Sources of Membership Growth
Percent Change in NUMDET Of GIOUDPS. .......uuiiiiuiieiiiiie et e et e ettt e e sttt e e stae e e ete e e s staeeeaaeeesssseeeessseeeaseeessseeeanseeeaasseassnseeesasseeesnseeennnns 26
Percent Change in Average Group Size...........cccocveeevveennns 26
Change in Group Membership 27
Percent Change in Number of Individual Members.... 27
(T (o T o) e= LY =T g Y=Y 1o o OSSPSR 28
Note: Individual Membership Increase as Percent of Total Increase or DECIEASE............c.eeeeviieeiiiieiiiie et 28
Sources of Group Membership Growth
Membership INCrease AUE t0 NEW GIOUPS.........ccuuiiiirieeiitiie e et e esiteeesteeeestaeeeeteeesesseeeasseeaasseeeasseeesssaeeasseeeansaeeaasseeeansseesassaaesnsees 29
Membership Decrease due to Lost Groups 29
Net Membership Growth Within Retained Groups............ 30
Total Growth in GroUP MEMDEISIID.........ciiiiiiiee ettt e e et e e et e e e eaa e e e abeeeessseeesaeeeesseeeassesasnseaesassaassnseeesanseeeanns 30
Note: Group Member PersiStENCY RALE..........cuiiiiiiii ittt e e e et e e et e e e s teeessseeessaeeeansaaeensseessnseeesanseeeanns 31
Note: Average Duration of Group Membership, Years.. 31
Note: Growth Within REIAINEA GrOUDPS. .......ueiiiiiii ittt e et e e et e e e stte e e s be e e e sabeeeessaeeeaseeessseeaasseeeasseasasseeesasseeesnseeeanns 32
Sources of Group Growth
Percent Change due to New Groups 32
Percent Change due to Groups Lost 33
e (oY o O P T To T o W ] (oYU o - TSRS PURRO 33
[N o) R 1o TN B =Y (S S Y oY A = | (= TP URPUTR 34
Note: Average DUration Of GrOUDPS, YEAIS.......cccuiiiiiiiieiiiiee ettt e e ettt e ettt e e et eeeeaaeeeesataeeessseeesseeeesssaeaasseeeasseeeassaaessaeeeanseeeaasseeeansseens 34
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Medicaid 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...........cccovviicienieenieeniieiee e

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

ST 1= 1 ] 0T o S
Y 1o o T= Y F= Ty 1] QT o U o J SN
=T o T 1o 11 o TSRS

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

ST 1= 1 ] 0T o S

Middle Market Group
Large Group........ccccue.....

Broker Quotes per 10,000 Members Sold Through Brokers per Year
Close to Quote Ratio, All BroKer BUSINESS...........c.ciiiiiiiieiieiiie et

Internal Distribution System

Percent of Final Quotes that Made by Internal Sales Reps, by Segment
ST 1= 1 ] 0T o S

Middle Market Group
Large Group........ccccu......

Internal Quotes per 10,000 Internally Sold Members per Year..........cccccovviiieniiiiicnii e
Close to Quote Ratio, All INnternal BUSINESS.........c.cocuiiiiiiieeiiee e seee e

Internal Final Quotes per Sales FTE..........oo ittt
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Medicaid 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

(g 1o 11V o [N PR U PP PPURRRRRORt 50
T4 1 ] 0T o S 50
YT o LT= Y F= T4 2] G o U o J USSP 51
[T o T 1o 11 o J S 51
Percent of Total Groups by Segment
a1 [V Te [ -] M @7 o] | 1 ¢=To1 - J OO P PO O PP PPPTN 52
Small Group......cccccvevveeeenieeeenne 52
Middle Market Group 53
L= o T T 11 oSS 53
Average Group Size
gL [NV Te [N =] M @7 o] | 1 ¢=To1 - J OO PP U OPPPPPTN 54
T4 1 ] 0T o S 54
[T o LTV F= T4 2] G o U o J SRS 55
Large Group......ccccceecveeernnen. 55
Large and Middle Group 56
Total, Including Individual 56
Note: Average Group Size This Year, Unsegmented, Excluding INdividUaIS.............cciiiiiiieiniee e 57
Note: Average Size Last Year, Unsegmented, Excluding INAiVIAUAIS............c.ooiiiiiriiiiieiiee e 57
Broker Distribution System
Percent of Members Sold Through Brokers
([0 To 11V o [T PSR OUPUPPPURRRRRORt 58
T4 1 ] 0T o S 58
YT o LT= Y F= T4 2] G o U o J USSP 59
Large Group......cccceeeeeeenieeennns 59
Total, Including Individual 60
Percent of Groups Sold Through Brokers
([0 To 11V o [N SRRSO PPPURRRRONt 60
Small Group 61
[T o LT= Y F= T4 2] Qo U o J SRRSO 61
1= o T T 11 oSS 62
JLICe =P [T 0o T TN T o YT L1 SRR 62
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Medicaid 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

([0 To 11V o [T PSR OUPUPPPURRRRRORt 63
T4 1 ] 0T o S 63
YT o LT= Y F= T4 2] G o U o J USSP 64
Large Group......cccceeeveeenieeennns 64
Total, Including Individual 65
Percent of Members Sold Through Brokers that are New
(g 1o 11V o [N PR U PP PPURRRRRORt 65
Small Group 66
YT o LT= Y F= T4 2] Qo U o J OSSOSO 66
16T o T T 11 o J S 67
JLICe =P [T 0o T TN T o YT L1 SRR 67
Percent of Groups Sold Through Brokers that are New
(g 1o 11V o [N PR U PP PPURRRRRORt 68
Small Group.....cccccveerieeeennnne. 68
Middle Market Group 69
1= o T T 11 o J S 69
JLICe = I [ o1 0o o TN T o YT L1 SRR 70
Average Duration of Broker Members, by Segment, in Years
(g 1o 11V o [N PR U PP PPURRRRRORt 70
ST ] 0T o SRS 71
Middle Market Group 71
Large Group......cccceeeveerrieeennns 72
JLICe =P [T 0o o TN T o YT L1 SRR 72
Average Size of New Broker Groups
([0 To 11V o [N PRSP PPPURRRRORt 73
T4 1 ] 0T o S 73
[T o LTV F= T4 2] G o U o J SRS 74
Large Group......cccceeeveeerieeennns 74
Total, Including Individual 75
Percent of Broker Members, by Category of Group
(g 1o 11V o [N PR U PP PPURRRRRORt 75
Small Group 76
[ TTe o LT= Y F= T4 2] G o U o J SRR 76
1= o T T 11 o J S 77
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Medicaid 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

(g To 11V o [V PSR U PP PPPURRRRORt 78
Small Group........c....... 78
Middle Market Group... 79
Large Group.......cccccveveveeenns 79
Total, Including Individual 80
Percent of Groups Sold Internally
gL [V Te [N -] M @7 o] ] 1 ¢=To1 - J OO U RSO PP PPPT 80
Small Group......cccccvevveeeenieeeenne 81
Middle Market Group 81
Large Group.......cccccceeerueennne 82
Total, Including Individual 82
Average Size of Groups Sold Internally
gL [V Te [N =] M @7 o] | 1 ¢=To1 - J O P P TR OUPPPPPTN 83
Small Group......ccccvevveeeenienenne 83
Middle Market Group............ 84
Large Group.......ccccceeevveeennnenn. 84
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

Qj COPYRIGHT © 2023 SHERLOCK COMPANY. ALL RIGHTS RESERVED. CONFIDENTIAL AND TRADE SECRETS. 19



x

I 1 x 1 x

x> 1 x

I x 1 x 1l x

Medicaid Plans

Tab 3. Sales and Marketing

Sales and Marketing

Metric

Compensation (continued)

Internal Distribution System
Sales and Marketing Costs, Excluding CommisSions, Per FTE........ooo it ee e e e e eneeas
Sales and Marketing FTEs per 10,000 Internally Sold Members
Sales and Marketing Costs, Excluding Commissions, Per Internally Sold Member Per Month.............ccccoviiiiiieniee e,

Internal Commissions per Member Sold by Internal Sales Rep per Month............ccoooiiiiiii e
Internal Commissions per Quote Made by INternal SAlEs REP.........coiuiiiiiiiii et eaeeas

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
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
Groups Sold Per Sales and Marketing FTE.........ouoii ittt et e ettt e et e e e saa e e e asaeeasaseaestseeesasaeeasseeesnseeeesneaeenres
Average Group Size€........cccceeeevveviveeeiiiieeenns
Group Members Sold per Total Sales FTE
Sales and Marketing Costs per Total SAIES FTE.........ccciiiiiiie ittt e st e e et e e et aeeete e e s ssaeeesbaeeessseaessaeesanseeeanns
Sales and Marketing Costs per Group Member Per MONEN...........cooiiiiiiiii et s e e st e e e esseeessaeeesnneeeanns

Internal Sales Force
Internally Sold Groups Per Sales FTE
Average INternally SOIA GrOUP SIZE.........oiiicuiieiiiie ettt e e ettt e e et e e e eaaeeesaaeeeesseeeesaeeeasseeasseeeansseeeassaaesnsaeeeanseeeasseeeanseeens
Internally Sold Group Members per Sales FTE....
Sales Costs per Sales FTE.........cccoocvieiiiie e
Sales Costs per Internally Sold Group Member Per MONEN...........coiiiiiiiii et e e s e e e et e e seseeeesseeeanns

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
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
LT TH 0TS o= gl I OSSR
Cost per Group
Costper FTE.....coooieieeee e
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
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

Acquisition Cost PEF NEW ENFOIMENT..........ooiiiiieiie ettt e e e e st e e e sa e e s st e e eseeeesseeeesneeeeeanneeeaneeeeanseeesneneeanneeeannns
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Medicaid 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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Medicaid 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 O 1 SRS UPRRURI
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

AUTOMALEA CalIS..... ..ottt ettt ettt e e h et e et e skt e e s bt e oa e e eabeeee e e e s eeeea b e e m bt em b e e aa et em b e e eh e e e abeeembe e bt e eheeenbeeenbeeaneeannea e
] = 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 SRS URRRUPI
(= 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 0 (o) F=1 C=Yo I 0211 OO O USSR

] = 1 o o)V 1o [Tl [ g To [ 1= SRR PEPR PP
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Medicaid 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...........eeieieieeeeee ettt e ettt e e e e e et e e e e e e aaaaeeeee e e aataeeeeeeeanssseeeeaaassseseeeeeansssseeeeeeenssaneeaeaannssnnaaeeeannnes 106
Paper/Written Inquiries ......... 106
Manual Electronic Inquiries.... 107
LI = I, E= T T E= LN T o U= S 107
F U] (o]0 F=1 C=Yo IO 1 SO P PRSPPI 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........ ..ottt e e e ettt e e e e ettt e e e e e eeataeeeeeeeaateeeeeaassssseeeeeasssseeeeeeeasssaeeaeeeaanssnaeeeaaaaes 110
Paper/Written Inquiries ............ et eEeeeeeEeeeeesteeeeseeeeeseeeessteteesseeeieseeesasteeenteeeiateeeaarteenaraeeanraeeaanns 110
ManUual EIECIIONIC INQUITIES. ......ceie ittt ettt e e e oottt e e e e et teeeeee e e e s abeeeeeeeabeeeaeae e e nssseeaaeeeannssbeeaeeeanssneaaaeaansneees 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
F 0 (o) F=1 C=Yo I 0211 USROS 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 POIal ACCESS. ........cuiii ittt e et e et e e ettt e e stee e sabeeeeaaeeeesseeeesaeeeansaeesanseeeanseeas 113
Accessibility of Provider Services
Average Speed of ANSWET (ASA), IN SECONUS........cocuiieiiiie et ectt e et ee e et e e ettt e e steeeasaaeeeaseeeassseeeaseeaasseeeaasseesaseeeessseeessseeeanseeeans 114
ASA Service Level, at 30 seconds 114
ADANAONMENT RALE........uiiiiiiiiiiiieeeee e oo oo oo oo oo e oot e e e e e e e e ettt atteaaesareeassassaesaassasssasesenaeeeeaeeaaeeaaaaes 115
HANAIE TIME, IN SECONAS........eeieii ettt e e e e e ettt e e e e e ataeeeeeeaesaeeaeeeeeaetaseeeeeeeassaeeaeeeaanssaeaaeeaeansssenneens 115
Provider Appeals
Percent of Adverse Decisions Overturned on Appeal 116
Percent of Adverse Decisions UPheld 0N APPEAL.........cccuuii ittt et e et e e s e e s sat e e esa e e e esteeessaseeeansaeeensseeesnsaeeanes 116
AppPeals Per 10,000 IMEMDETS....... ... ittt e e e e ettt e e e e e e e teeeaae e e e nbaeeeae e e e nsseeaea e nssseeaaeeeannnbeeaaaesaannseeaaaeaaannnneeaaans 117
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Medicaid 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

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
Members Per CONraCHNG FTE.........coiiiiiiiiiieiiie ettt e e st e e ettt e e et e e e e seeeesabeee e sbeeeeasaeesseeesnsseeenseeesnsseesanseeessseeennsneeannns
Providers per Contracting FTE................
Provider Contracting Cost per Provider................
Provider Contracting Cost per Contacting FTE....
Contracting FTE per 10,000 Members.................
Provider Contracting COStS PIMPIM..........ooiiuiiiiiiie et ete e et e e ettt e e et ee e s ab e e e abeeeeesseeesssaeeaasseeasseeeansaeeasseaesnsaeesasseeeasseeeanneeens

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
Provider Contracting Total Staffing Costs Per TOtal FTE..........cooiiiiiiiiie ettt e s s e e e tae e s esteeeasseesanseaeas
Provider Contracting Total Costs Per TOtal FTE..........ociiiiiiiieiiie ettt e s e e et e e et e e e s atee e sseeesssaeeesnbeaeesseaessseeesasseeeanns
Provider Contracting Total FTEs per 10,000 Members..
Provider Contracting Cost per Member per Month

Percent of Provider Contracting Costs that are Staffing............cooiiiiiiiii i e e e
Percent of Provider Contracting Costs that are NON-Labor............c..ooiiiiiiii et a e ereee s,

Percent of Provider Contracting Costs that are OUESOUICET............ooiiuiiiiiiie e e et e e e saeeesnaeeeans
Percent of Provider Contracting Staffing that is QULSOUICEA.............oooiiiiiiiii e a e eaeee s,

Number of Providers
Providers per 1,000 Members
L 1TV OF= T ST o 01725 o7 = T TSRS
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
= T 117
Ancillary...

Percentage Change in Number of Providers from Prior YE@I..........ooii ittt snee e e e e sneeeennaeeenns

Percent of Total Providers
Primary Care Physicians...
Professional Specialists.....
Facility.......coooeoeiiiiis
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Medicaid 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
Percent of Provider Contracts by Type - Benchmarked Year

(OF= o] 1 7=1 1] o 1SR SURTSPRRRINE 120
[N S 1 =T o PSSP PRI 120
Shared Savings...........c........ et e oo oo eeeeeeeeeeeeeesteseeeeeeeeistsssseeesssssseeeieessssssseesesstsssssseesssirsseseeseeeisseees 120
Fee-for-Service..... ettt et eeeteeeeeeeeeeteeseseeeeeissseseeeeseressseeisessssseseeeessssssseseeseseseesseiiesssrereees 120
B 0] 7= | OSSOSO PPN 120
Percent of Provider Contracts: New vs. Renewed
N [T 07011 i = [o3 (OO E R RO 120
RENEWE CONIIACES. ......eeiiii et e et e e e e ettt e e e e e e eataeeeeeeeeeaaeeeeeeaassaseaaeeeeasssaseeeeeeassseeeaeeeaastsnsaaeaaaannes 120
] £= 1N 0o T i = Lor (=TSRSS SRS OO 120
Provider Payment
N [T 070 T4 i = Tox (RSO PUPRU OO 121
RENEWET CONTIACES. ... .eiiiiiiiiiieie ettt e e e et e e e e e ettt e e e e eeaabeeeeeeaaassaeeeeeeeeaassseeeeaaassaseaaeeaansssaeeeeessansseeeaeeaasssnnaaesaannnes 121
Provider Credentialing TiMe........ccuicciiiciiericserisseesssssressss e ssssss e ssssne s ssssnessssnsesasssesessanesssnessassesassnnesasnneeasnseessssensssnnesssnnesssnnnnsssnnns 122
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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 128
Members per FTE 128
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 128
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 128
CoStS PEr FTE.....oiiiiiie e 128
FTEs per 10,000 Members 128
CoStS PEr MEMDET PEI IMONTN.......oiiiiiie ettt e e e e e et e e staeeesstee e e sseeeanseaaasseaesnsaeesssseeeansseeeansaeeassaassnsnnennes 128
Total Transactions
Total TranSaCONS PEF MEIMDET.........oo oottt e et e e et e e e st e e s e e e saneeeennseeeenteeesnseeeeanneeeaanseeeenneeeeansneennnen 128
Members per FTE........ccccoovvvieeeiieeene 128
Total Transactions per FTE Per Year........ovo i 128
Enrollment Cost per Total Transaction.................. e e e e e e are e e e e e e naeenneen e ——— 128
COStS PEF FTE. ... e e e 128
FTEs per 10,000 Members......... et eee e neee e e e an—e e e e e e e e nteeeaneeeeanees et ee e e e et e e e e e anaee s 128
(070 ES 8 o T V1= 3 g o= =Y Vo T o oSSR 128
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 128
Enroliment Total Staffing Costs per Total FTE..........coooiveiiieieeeeeee e 128
Enrollment Total Costs per Total FTE.................. e e e e e e 128
Enrollment Total FTEs per 10,000 Members.... e e e [ 128
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 128
Percent of Enroliment Costs that are Staffing.............ooo it e e st e e nte e e e e e eneee s 128
Percent of Enroliment Costs that @are NON-Labor..............uiiiiiiiiii et e e e e e e e e e e e s e saraaeaaeeaeanes 128
Percent of Enroliment Costs that are Outsourced 128
Percent of Enrolliment Staffing that is Outsourced 128
Transaction Processing
Group Transactions per 1,000 Members
N Lo €T o TU o TSRSt 129
Renewal / Maintenance 129
I e=1 €T TUT o PRSPPIt 130
Group Transactions per Group
New Group TranSaCtioNS PEI NEW GIOUD.........cccuuieiiuiieeiieeeeitieeeaitteeeeteee e teeeassseeeasseesasseeessseeeasseeeaaseeeasseeaasseeessaeesasseeeansseesanseeenn 130
Renewal/Maintenance Transactions per Renewal Group. 131
TOtal GrOUP...c.eeiee ettt e 131
Note: Total Enrollment Transactions PEr GrOUD PEI YEAT........ccuuiiiiuieeiiuiieeiieeeeitteeeeteeesetaeeeeteeessseeeessaeessseeesasseasssseeesssseeesseeennnns 132
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Medicaid Plans Tab 5. Enrolliment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation

Transaction Processing (continued)
Composition of Total Group Transactions

N Lo €T o TU o J PSPPSR 132
Renewal/Maintenance 133
Bl e=1 €0 U o PSPPSRSOt 133
Member Transactions per Member
Manual
Electronic Transactions Requiring Manual Intervention 134
All Other Manual.............cccouvvieeiiiiiiieee e 134
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 135
Automated
[ 1= B (o T £ Y o SRR 135
Received on a File................... 136
Total Automated Electronic 136
Total MEMDEN TrANSACHONS. .......uuiiii it e et et e e e ettt e e e e e et aeeeeeeeeeataeeeeeeeaassseeeaeessssaeeeeeesssseeeeeeeasssaneeaeeansssnsaeeeannnnes 137
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 137
Composition of Total Member Transactions
Manual
Electronic Transactions Requiring Manual INterveNtioN............oo i e e s e e e e s e e eneeeenneeas 138
All Other Manual.............cccovviieiiiiiiieee e 138
Total Manual Transactions 139
Automated
1= o B (o T V£ (Y o SRR 139
Received on a File................... 140
Total Automated Electronic 140
Total MEMDEN TrANSACHONS. ........uiiii ittt e et e e e e ettt e e e e e et aeeeeeeeeeataeeeeeeeaaasseeeaeeassssaeeeeeansssseeeeeeanssaneeaesannnssnsaeeeeannnes 141
Note: Percent of Member Transactions Submitted Electronically that Require Manual Intervention.............ccoccoveviiniiieeiienenn, 141
Enrollment Portal
Percentage of Plans with an Automated Enrollment POrtal.............oooiiiiiii it e e e 142
Name of Software and Vendor of Automated Enroliment Portal Used 142
Average Enrollment Processing Days
(€T TH o1 TSSOSO 143
IMIEIMDETS........ceee ettt e e e e e eeeeeeeeeee e e eeeeeeeeseeeeeeeeeeeaaeaeaeaaaaaaaaaaaaaaesaaeaaasaaaaaaasaaaaaaaaassnnnsnnsnnssnnsnnnnnnnnn 143
Enrollment Accuracy
(€T TH o1 PSSP 144
IMIEIMDETS........ceee ettt e e e e e eeeeeeeeeee e e eeeeeeeeseeeeeeeeeeeaaeaeaeaaaaaaaaaaaaaaesaaeaaasaaaaaaasaaaaaaaaassnnnsnnsnnssnnsnnnnnnnnn 144
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Medicaid Plans Tab 5. Enrolliment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation

ID Cards
NUumber of Cards ISSUEA PEI IMEIMDET..........coi ittt e e e s e e ettt e e et eeeeane e e e anneeeesseeeaneeeeamteeeeneeeeanneeeaanneeenneeennnnes 145

Billing
Percent of Bills Paid BEfOre DUE DAte..........cocuuiiiuiiiiieiieeie ettt sttt ettt et e sae e e bt e saseeeteeeheeeabeeabeeemseeaaeeambeesbeeenbeeameeanneesnneanee 146
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 147

Percent of Number Invoices Paid, by Type
(07 (=T [1 9 07T (o IR RSP P PPRRRSOPR 148
ACH and Wire 8
Paper Checks

Percent of Dollars of Invoices Paid, by Type
(07 (=T [1 9 07T (o IR RSSO P PRSPPI 150
ACH and Wire 0
Paper Checks

Dollars of Invoices Paid per Invoice, by Type
(07 (=T [1 9 07T (o IR RSSO P PRSPPI 152
ACH and Wire
Paper Checks

Demographics
Percent of Membership in the Following Age Categories
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Medicaid 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 157

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 157

Percent Change in Number of INdiVIdUal MEMDETS............ooiiiiiiiiie ettt e e e e e e et e e s ae e e e aabeeesnsaeaesnsaeeannes 158

Average Size of Group, INCIUAING INAIVIAUAIS. ............ooiiiiieiie e e st e e et e e e et e e e esteeesaneeeesnsaeesasseaesnsaeeenes 158
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Tab 6

Customer Services

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

Metric Page Definition Calculation
Customer Services Cost Summary
Y E= o TOE= T a T TU L= T o1 1V =Y o 4] T SRR 163
Members per FTE.......ccccoovvviieiieeee 163
Manual Inquiries per FTE per Year 163
Customer Service Cost per Manual Inquiry 163
(0707 £ o 1Tl I = 163
FTEs per 10,000 Members.................... 163
Costs per Member per Month 163
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 163
Customer Services Total Staffing Costs per Total FTE........... 163
Customer Services Total Costs per Total FTE............cccc....... 163
Customer Services Total FTEs per 10,000 Members.... 163
Customer Services Cost per Member Per MONh..........oo et e e st e e et e e e s nee e e e nnneeennneeeens 163
Percent of Customer Services Costs that are Staffing..........cooiiiiiiii e e 163
Percent of Customer Services Costs that are Non-Labor 163
Percent of Customer Services Costs that are Outsourced 163
Percent of Customer Services Staffing that is Outsourced 163
Inquiries
Inquiries per Member per Year, by Mode and Produci
Manual
MANUAI CalIS........ ..ot e e ettt e e e e ettt e e e e e eeataeeeeeeeeateeeeeaassssseeeeeesssseeeeeeeaassaeeaeeeaansssnaeeeaaanaes 164
Paper/Written Inquiries ........... 164
Manual Electronic Inquiries 165
TOtal MANUAI INQUITIES. ...ttt ettt e oo oottt e e e e e e s tteteea e e e s neaeeeaee s e nneeeaeaaanseseeaaeeesnnbeeeeaeeaannseeeeaaaaansnneaaaeas 165
F 0 (o) F=1 C=Yo I 0211 OO O USSR 166
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 166
Customer Services INQUIMES PEI 100 ClAIMS...........iiiiiiie ettt e e e et e e et e e e e eseeeeaasseeeasaeeaaaseaeesseeeesseeeansseeeanseeeesseasenses 167
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Medicaid Plans

Tab 6. Customer Services

Customer Services

Metric

Inquiries (continued)
Percent of Total Inquiries, by Mode and Produci
Manual
Y =T TU T | IO 1 TSRS
(= 1o AT L= o T Lo [N = PSSRSO PPPPIN
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
TOtal MANUAI INQUITIES. ...ttt ettt e oo oottt e e e e e e s tteteea e e e s neaeeeaee s e nneeeaeaaanseseeaaeeesnnbeeeeaeeaannseeeeaaaaansnneaaaeas

P01 (o)1 F=1 (Yo I 021 13T SO SRRSO
TOtal MEMDET INQUITIES .....eeii ittt e e e oottt e e e e e e te et eeeeeeeaasbeeeeaeeeaanseeeeaaaansaseaaeee e nnbeeeaaeeaannseeeaaeeaannsbaeaaaaaanne
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,

Product Mix of Inquiries
Manual
Y =T TU T | IO 1 USSR
Paper/Written Inquiries
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

AULOMALEA CalIS.......eeeeieeeieie ettt ettt et e he e e bt e skt e e st e e ea e e eab e e sh et ea et e ea e e e mbeem ke e aa e e em b e e eh et ea ke e embeembeeembeenbeeenteeaneeennea e
TOtal MEMDET INQUITIES .....eeii ittt ettt e e e oottt e e e e e ekt e bt eeaeeeaanbeeeeaeeeaanseeee e e aneeseeaeee e nnbeeeeaeeeannsbeeaaeeaannsbaeaaaaaanne

Reasons for Inquiries Per Member Per Year, by Product
22T 0 T= 1 I oo H OSSPSRt
Elgibility.......cooveieeieeee e e e——— e ——— .
Claims Status.... e e e e e e ————aaeea e
Provider CheCK.........occuuiiiie e e e e e—————aaeaaa——————aaaan
Billing & ID Cards........cccceveeiieeeniiee e e e e e aaees
Complaints / Grievances... eree e e e

Reasons for Inquiries as a Percent of Total Inquiries
Benefit Lookup
Eligibility .
ClAIMS SEALUS. ....eeeiiiiieiiee ettt e e oottt e e e e e ettt teeeeeeeeateeeeeeeeaseeeaeeeeeaaseeseeeeeeesaaeeeeeeeeanseneaeeeaanrseneens
[ o)V (0 [ 0 o 1Y) OSSR OSS SRR
Billing & ID Cards..............
Complaints / Grievances...

Page
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Medicaid 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
PEICENT TIANSTEN ...ttt e e e e e e ettt e e e e e e ate e e e e eeaseaeeeeeeeesatseeeeeeeasaseeeeeeeaassaaeaaeeeeasssneeeens
Yo=Y 01 A o o] (o U U
[ =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

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

Member Appeals
Percent of Adverse Decisions OVerturnNed ON APPEAL.............uiiiiiie it ecie e e etee et e e e ettt e e st e e e sbeeesteeessaeeeasseeeaasseeeaseeesssseeesses
Percent of Adverse Decisions UPheld 0N APPEAL.........cccuuii ittt e ettt e et e e s e e e eat e e esa e e e esteeeesaseeeansaeeensseeesnsaeeanes

AppPeals Per 10,000 IMEMDETS. ... ... . ittt e e e oottt e e e e e e bt eeeae e e e abaeeeae e e e nsseeaea e nssseeaaeeeansbeeaaaeeaannseeaaaeaaannnneeaaans

Page
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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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Medicaid 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 199
Total Rejected Receipts as a Percent of Total RECEIPLS. .......ccuiiiiiiiiiiiiie et e e tee e e e e st e e e eneaeeennes 199

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 200
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 200
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 201
Electronic Claims Processed as a Percent of Total Claims............o.oooiiiiiiii oot e e e e e e e eanes 201
Total Claims Processed Per Member Per Year................ 202
Total Claims Processed as a Percent of Total Receipts 202
(@70 o 1T ol o7 ] - T/ o P 203
Pharmacy Claims Processed Per MEMDEI PEI YEAI..........ccocuiii e ceiie ettt ettt etee e ettt e e st e e s sabeeseaseesensaeesasseeesnseeesanseeean 204
Behavioral Health Claims Processed Per MemMbEr Per YEaT............ooooo oo, 204
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 205
Behavioral Health Cost per Behavioral Health Claim ProCeSSEA.........c..oiiiiiiiiiiie et enee e 205
Autoadjudicated Claims
Paper Claims Autoadjudicated Per MEMDEr PEI YEAI...........ccoouiiiiiie ettt ettt e e st e e s e e e enaeeesenseeesnneeeanns 206
Paper Auto-Adjudication Rate 206
Paper Claims Autoadjudicated as Percent of Total Claims Autoadjudicated.............cc.cooiciiiiiiiii i 207
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 208
Electronic Autoadjudication Rate............c..coiiiiiiiiiii e 208
Electronic Claims Autoadjudicated as Percent of Total Claims Autoadjudicated 209
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 210
Total Claims AULO-AdJUICAtION RALE...........eiiiiii ettt e e sttt e e et e e e e be e e ettt e sssseeeesseeeasaeeesnssaeessseaesssaeaeanseneanns 210
Suspended Claims (Claims Requiring Manual Intervention)
Paper Claims Suspended Per Member Per Year 211
PaPEr SUSPENSION RALE........cutiiiiiiie ettt e e e e e e et e e e tae e e e taeeeesteeeeseeeeasseeeaasseeeensseaasseaeassseeeasseeeansseeeanseeaeasseeesssaneensseneanns 211
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 212
ElECtroNiC SUSPENSION RALE.........cciiiiiiiiiii ettt et e e ettt e et e e e s beee e saeeeaaseeeeesseeeasaeeeasseeeansseeeanseaeessaeeeanseeeanseeeanseaens 212
Total Claims SUSPENdEd Per MEMDEI PEI YT .........cciiii i ettt e ettt e et e e et e e e sbeeeeasseeessaeeasseeessaeeasnseaesasseaeenseeesasseeennns 213
TOtAl SUSPENSION RALE.......ctiiiiitiie ittt ettt et e e ettt e e st eeeeate e e s aaeeeaateeeesseeeesseeeaasseeeaseee e sseeeanssaeeasseeeanseeeaasseeesssaasansneennsnens 213
(0705 g o1 ST T o =T g o [=Yo @1 =1 {4 o TSP R SPPPRRPPPRN 214
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Medicaid 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 216
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 216
Percent of Adjusted Claims, by Type
[ P T T o o USSP PUPRRRRROINE 216
All Other 216
Total Number of Adjusted Claims 216
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 217
DENIEA ClaimMS RALE........eeiiiii ittt e e e e e e ettt e e e e e e e ttaeeeeeeeeatsaeeeeeatssaeeeeeeesssseeeeeesassseeaeeeaansaasaeeaaannees 217
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 218
Paid ClaiMS RALE........cooiiiiiiiiie ettt e ettt e e e e e ettt e e e e e etteeeeeeeataeeeeeeeeataaeeeeeeeesateeaeeeeaaataeeaaeeeaeaaereneans 218
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 219
Encounters Paid via Capitation as a Percent of Total Claims...........c..coiciiiiiiiii it e e e e nae e 219
Healthcare Expenses per Encounter paid via Capitation...........c..oiiiiiiiiiiii et e e e e e e s e e e 220
Healthcare Expenses paid via Capitation as a Percent of Total Healthcare EXpenses..........ccooeveriiiiiiee i 220
Claims Processing Steps, Percent of Previous
Total Claims Processed, PMPY 221
Denied Claims.........cccccceecvvveeeeenne 221
L] = 1Y o] o 1= Y=L U EU R PPUPPRPR 222
(@YY (0 =Y o FO OO U TS SPPPPTRS 222
(8]0 o1 o 1SR PSR 223
Speed of Claims Processing
Average Payment Period in Days 223

Average INventory in DayS........ccooveeeiiiiie e 224
Average Claims Inventory as a Percent of Total Claims Processed

Percent of Claims Processed Within the Following Days of Receipt:

N
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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
Average Days Receipt of Claim to Payment Approved
Average Days Payment Approved to Payment.................
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Medicaid 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 231
FreqUENCY ACCUIACY PEICENL........coi ittt ettt e et e et e e et ee e seeeeamee e e e nee e e aaneeenaeeeeaseeeeameeeeanseeeanseeeeanneeesnseeeennneeenan 231
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, 232
Interest Paid as a Percent of Total Health BENETitS. ..........ccuuiiiiiiiii e a e e e anaeee s 232
EOBs (Explanation of Benefits)
Percentage of Plans that Allow Members to Opt-Out of Paper EOBS.........ccooiiiiiii e 233
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 233
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 234
Total EOBS Sent per Claim PrOCESSEA.........cciiiiiiiiiiie et e et ete ettt e st e e et e e e sttt e e ateeeaasseeeasseaeaseeesasseaesnsseeaasseeeaasseeeanseaesssseenannes 234
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 235
COB and Subrogation Recoveries as a Percent of Health Benefits, Plus Recoveries 235
Net Recoveries as a Percent of Health Benefits, PIUS RECOVETIES...........ccooiiiiiiii e 236
1TV O 1= Y o o4 o Y- T o USSR 236
Pay-Then-Pursue 236
PUMSUE-TREN=PAY ..ottt e e ettt e et e ettt e e s ae e e e ante e e e st e e e emseeeeneeeeams e eeneeeeamneeeeemseeeenseeeeannaeeeanneeeanneeesnnneeeennees 236
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Tab 8

Information Systems

Metric

Information Systems Cost Summary
Total FTEs per IS FTE....
IS Costs per Total FTE.............
IS Costs per IS FTE.......ccccccccuvennnee.
IS FTES per 10,000 MEMDETS. ......cccuuiieiiiieeciie ettt e e et e ettt e st e e e saae e e et e e e ssteeessaeeeasseeessseesensaeessseananees
COoSt PEF MEMDET PEI IMONTN......ciiiiiie ettt e et e et e e e e be e e e aaeeesaseeessseeeaasseeeaseeeansseaeassaaeessseeeanseeeasseeeanseeesassenennsen

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
B 7= LI BT 1V L Y U RR
IS Costs PMPM, After Allocation............ e
Non-IS Costs PMPM, After Allocation............cccccuvvvvvenvennne.
Total AAMINISIrative COSt PIMPIVL........ ..ottt e e e e e ettt e e e e e etaa e e e e e e eesateeeeeeeesasaeeaeeeaasasesaeeeeannnens

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

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
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Medicaid 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 243
(b) Outsourced Employees and Contractors 243
({0 0oL 1TV = ) TSRS PPROU 243
(d) Hardware Depreciation and MaiNtENaNCe. ...........ccuuiiiiiiiiiiie ettt e e e e st e e st e e e et eessbeeeesaeeessseeeaanseeeasseasenseeesnsees 243
(e) Software Amortization and Maintenance..... B SURRSURRRIN e 243
(f) All Other, Including Office Supplies........... 243
Total Information Systems Expenses....... e a————— e 243
Capabilities of Hardware
Utilization
Average Utilization for Processors, 24/7 Capacity 244
Average Utilization for Processors, Prime Shift....... 244
Peak Utilization for Processors, Prime Shift............ooo ettt aaessaseesseessennnnnes 244
Data Center Storage Capacity
] = 1 =T = 1) (=TSP ET O UOUUPRPRTN 244
Terabytes Per 10,000 MEMIDETS........ooo ettt e e ettt e e e e e ettt teaa e e e e abeeeeaaeeaaseeeeee e nnsseeaaeeeannsseeeaeeeaansseeaeaeaaansnneeaaaeann 244
Internal Help Desk
AvErage SPEEA tO ANSWET, SECONUS. .......cciueieiiiieeiitiieeeitie e et tee e ettt e aeteeeeaateeeeasteeesseeeeasseeeaasseesassaeessseaeassseesesseeeaasseeeanseeesnsseessnseeenses 245
Call ADANAONMENT RALE.......... et e e e e e ettt e e e e e e et e e e e e e eaataeeaeeeeeesaseeeeeeeeasssaeeeaeeaasssssaaeeeannssnns 245
Average Handle TimME, SECONGS. .......cccuuiiiieiie ittt ettt e e et e e st e e e eaaeeeesteeeeasseeeasseeeaasaeasseaeensaeeeasseeeansseeaanseaeansseassnseeennses 245
First Call Resolution Rate.......... 245
Satisfaction, Scale of 1 to 10 245
Inquiries per Helpdesk FTE per Year, by Type
245
245
245
245
245
245
245
245
245
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Medicaid 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

Production Job Cost Summary
Production JODS per 1,000 MEMDETS..........eiiiiiiieiiie et et e et e e et e e e st e e s s e e e smseee e steeesseeeeamaeeeanseeeeanseeeenneeeennseeeenneeeeanns
Members per IS FTE........cccovvivevieeee.

Daily Production Jobs per IS FTE
(ST O 013 8 =Y gl o o T [1 o2 o o NN Lo o H PRSPPI
LIS IO 011 0 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..........cuuiiiiieeeeiieeeeeeeeie e ettt e e teeeasseeeeas e e eanseeeeseeeeanseeesneeeeaseeeeanseeeeaneeeesnseneeaneeeennns

Daily Claims Processed per Daily ProduCtion JOD.............ooiiiiiiiii ettt e et e e e e e e ente e e aneeeennneee s

Percent of Total Production JODS RUN DailY.........coeiiiiiiiiiieiie ettt st e st esat e e s ne e e e nneeeesneeeesnseeeannneeeanneens
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245

245
245

246
246

Definition Calculation
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Tab 9

Corporate Services Cluster

The Corporate Services Cluster is comprised of the functions of Finance and Accounting, Actuarial, Corporate Executive and Governance and the Corporate Services function. The
Corporate Services function includes subfunctions like Facilities, Legal and Human Resources. This tab includes metrics of those subfunctions.

Metric Page Definition Calculation
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 261
Corporate Services COstS PEr TOtal FTE..... ..o it e et e sttt e st e e st eesteeeeneeeeaneeeeanneeeeaneeeesnseeeeanseeennns 261
Cost of Corporate Services per FTE 261
FTEs per 10,000 Members..................... 261
(070 o1 o 1Y 1= g o= o Y=Y 1V o T o o PSSP 261
Staffing vs. Non-Labor
Corporate Services Function Total Non-Labor Cost per Total FTE...........ooooiiiiiiie et e e e e e eneee e 261
Corporate Services Function Total Staffing Costs per Total FTE........cooi i e e e e eneee e 261
Corporate Services Function Total Costs per Total FTE...........coo i et e e e e sneeeenneeeeeneees 261
Corporate Services Function Total FTEs per 10,000 Members 261
Corporate Services Function Cost per Member Per MONN............ooiiii it se e e e e sneeeenneeeanns 261
Percent of Corporate Services Function Costs that are Staffing...........ccoviiiiiiiii e, 261
Percent of Corporate Services Function Costs that are NON-Labor.............cooiiiiiiiiiee e 261
Percent of Corporate Services Function Costs that are OUESOUICE............c.eiiiiiiiiiiiie e 261
Percent of Corporate Services Function Staffing that is OUISOUICEd.............cc.oiiiiiiiiie e 261
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Medicaid 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 262
Managers to Middle Management 262
T8 01T Y Yo T (o TN 1V =T =T 1Y TSR 262
S e 1 (IS TU o1 A Yo 3OS RURRS 262
Total Employees t0 TOP MaN@GEMENT........ ... i ittt ettt e e e ettt eea e e e e s eeeeeaaaassbseeaaeeeannbbeeaaeeaanseaeaaaaaannnnnns 262
Employees Other than Top Management t0 TOp ManagemeNnt.........ccc.uiiiiiiieiiiie et s e snee e e e e sneeeennees 262
Middle Management, Managers and SUPEIVISOIS t0 TOP.....cuuiiiiuuieeiiiie it eeite e e eeiee e ettt e e stteeestaeeesabeaesssseeesseeessseeesasseeeanseaesnsneas 262
Staff to Middle Management, Managers and SUPEIVISOIS. ...........eueiiieeeiuieeaaieeeeitieeesaeeesnaeeeeaseeessneeeesseeesseeesanaeeeanneeeaanneeesnnees 262
EEO-1 Job Categories as a Percent of Total Employees
Managerial........ 262
Professional...... 262
Clerical.............. 262
Technical........... 262
Sales Worker.... 262
Service Worker........... 262
Laborer.......c............... 262
Craft Worker............... 262
OPEIALIVES VWOTKET ........eeiieeiee ittt eette e et e ettt e e ettt e ettt e e aaaeeeeasseeeeateeeeaseeeeaasseeeasseeeeasseeeesseee et seeeanseeeaasseeeansseaeasseeesnsseeeansaeeansaeeanseeas 262
LI = L = 4T 10 V7=T =S 262
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 263
Support Employees to All Other (Supervisors and Managers)...................... 263
Total Call Center Employees to All Other (Supervisors and Managers) 263
Line Staff and Support Employees to All Other (Supervisors and Managers)...........cccueeeiciieeeieeeiiiieeeieee e e s e e eeeeeeees 263
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 263
Support Employees to All Other (Supervisors and Managers)..................... 263
Total Call Center Employees to All Other (Supervisors and MaNAGEIS).........uueeiuereriieeaiieeereeesee e seeeeeseeeeeneeeesneeeenneeeeenees 263
Line Staff and Support Employees to All Other (Supervisors and Mana@gers)...........cccueeeicuieeeiieeiiiieeeieee e see e e eeeeeeeees 263
Call Centers Job Categories as a Percent of Total Call Center Employees
Member Services
[ LTS -1 USROS 263
Support Employees .........cccccevvieeiiiennnns 263
All Other (Supervisors and Managers) 263
LI = I OF= 1 I O =Y o (= = 3T ][0 7= SO 263
Provider Services
[ LTS -1 USROS UU RS 263
Support Employees .........ccccevveeiiiieennns 263
All Other (Supervisors and Managers) 263
LI = I OF= 1 IO =Y o (= = 43T ][0 7= SRS 263
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Medicaid Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Human Resources (Continued)

Human Resources Activities

I ] €= 1R VT4 (o )= RSO P PP PP OPTP 264
L] (1 01110 o VR RRRRRSTROS 264
Human Resources Cost Summary
L 1O 013 (3 o= o' = N =SS 264
Total FTEsS per HR FTE.....coiiiiie e et eeeeeeeeeesssssssssssssssstsssesssesssessseeraeeararaarrar————a 264
HR Costs per HR FTE................. et e e e e e e aa————aaaaaaaan 264
HR FTEs per 10,000 Members...... 264
HR Cost per Member PEF MONTN. .......ooo ettt et e et e e et e e e st e e e st e e e seeeeanneeeaanseeeenneeeeanteeeanneeeeanneeenn 264
Staffing vs. Non-Labor
Human Resources Non-Labor Costs per Human ReSOUICES FTE..........ccuiiiiiiiiiiiie ettt e 264
Human Resources Staffing Costs per Human Resources FTE 264
Human Resources Costs per Human Resources FTE 264
Human Resources FTEs per 10,000 Members............... 264
(0TS g oL Y [=T gl o T=Y Y=Y 1V FoT o o PSSP OPRPP 264
Percent of Human Resources Costs that are Non-Labor 264
Percent of Human Resources Costs that are Staffing...........cooiiiiiiii e 264
Percent of Human Resources Costs that are OUESOUICET.............cccuiiiiiii i e e e et e e e e e ananes 264
Percent of Staff that iS QULSOUICEM. ...........ooo ettt e e e ettt e e e e e e et e e e e e e et e e e e e eeeenaaaeaeaeaaans 264
Legal
Normal Business Legal Costs vs. Litigation Legal Costs
PMPM
NOIMAl BUSINESS LEAAI COSES........o.oovieieeeeeteeectcee et teteeee et ee st ee et e e eteaesteseesese s ese s esess st ess et essesessssesessesesesessssssesssseasasessssesesaeseans 265
[T o =Y (Tl gl =Yo T T 00 ) (= JE OO OO 265
oL =TT 0o TR 265
Percent of Premiums and Fees
NOIMAl BUSINESS LEAAI COSES. .....eiiiiiieiiiii ettt et e e et e e et e e e st e e s seeeesssaee e aabeeeeasseeessseeeansseeeanssaansseeeassaaesnsseassnsaeeannees 265
Litigation Legal Costs 265
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 265
Percent of Total Legal Costs
NOIMAl BUSINESS LEGAI COSES........o.vovieieieieteeectcee ettt etete ettt st eae et e e e tesseteseetese s ese s esess st eas et easasessesessesesesesess s ssesssseasaseassseseseesenns 265
(Lo =Y 1Tl gl =Yo T T 00 ) (= FE OO OSSO 265
TOMAI LEGAI COSES....nvviietieeeteeeeecee ettt ettt et e e et eae et ete et eae s ese s et e s et ese et eaeesessasesseseseesesesseseseseesessasessasesssseseaseseseseesasennsanans 265
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Medicaid Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Legal (Continued)

Staffing vs. Non-Labor

(Yo = LI foT g B =T o To T @70 X1 o 1= I =Y o N I S 265

+ Legal Staffing Costs per Legal FTE 265
= [I0=To o I 00T 3 01T =Y T 1l SRS 265
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 265
= (070 g o T g 1V 1= a1 o= o Y=Y 1V o g1 o SR 265
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 265
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 265
Percent of Legal Costs that are OUISOUICEM.............ccueiiiiiiiiiiiie ettt e e e e e et e e e te e e steeesssaeeaaaseeesnssaaesnseeessneeennnns 265
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 265

Facilities
Facilities Cost Summary

Facilities COStS PEF TOLAl FTE........ccueiiiiiiieiciie ettt e e e e ettt e e et e e e e aeeeesaaeeesaseeeessaeessseeessseeeeanseeeasseeeenseeesasseeeanseeesansenean 266

x  Total FTEs per Facilities FTE........... ettt e e —ee e e e e —ee e e e e e e e e aaeeeennreeeans 266
=  Facilities Cost per Facilities FTE.......... et e e e e e 266
x  Facilities FTEs per 10,000 Members...... SN e 266
= 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 266
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 266

x  Total Usable Square Feet per Facilities FTE.... 266
=  Total Usable Square Feet Per TOtal FTE.........ccoiiiiiiiiiii ettt e et e e e st e e st e e e esteeeeateaeessaeeesseeesnbaeeeanseaesnsaeeeanneeeanns 266
x  Facilities Cost per Total Usable SQUAre FOOL.............uoi ittt et s et e e st e e e e e e neeeesnseeeennneeeaneeens 266
=  Facilities Costs per Total FTE..........cc..ccccvveens 266
x  Total FTEs per 10,000 Members 266
= 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 266

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
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Corporate Services Cluste

r

Metric
Facilities (Continued)

Staffing vs. Non-Labor
Total Staffing Cost per Total

Total Non-Staffing Costs per Total FTE.
Total Costs per Total FTE....
Total FTEs per 10,000 Members.....

Cost per Member per Month

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

e I PO

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

Percent Owned..................

Percent Leased..................

Usable Square Feet as a Percent of Gross SQUAIE FEEL...........cooiiiiiiiiii ittt e e snaa e e ssaeaesneeeenes

Gross Square Footage by Type

Percent Owned..................

Percent Leased..................

Total Facilities Costs per Square Foot

Page

Definition Calculation
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Medicaid Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Facilities (Continued)

Facilities Costs by Type

Per Member Per Month
(G20 T 51 P 268
(D) DEPIECIALION. ...t ettt ettt et e e et e e et e e e at e e e abaeeeesbeeeessaeeeesseeeansseeeanseeanseeeansaeeennneaeanren 268
(003 R T== 1 IR g =T g T I 1= = S 268
(d) Security.....cccccceveeeennnnn. 268
(e) Maintenance..........cccccoeueeens e et 268
(f) LE@SENOIA IMPIOVEMENLES.........cciiiiiieiiiee e ettt ettt e e ettt e e e ae e e e eat e e e esteeeeesteeessseeeanseeeeasseeasseeesasseeeassseeassaeeansaaessseeeanseeeanns 268
(<) A L {4 =T T T O TSP U PR P PR PPPTOPRTOPRRPRTNS 268
B 0] 7= | OSSOSO PRPRUPTRE 268
Percent of Total
(G20 T 51 P 268
(b) Depreciation............ccccueeeeciee e et 268
(003 R T== 1 IR o1 =TT I 1= =SS 268
(d) Security.....cccocecveeeennnnn. 268
[ T =L (=T =T o S 268
(f) Leasehold Improvements......... e ————————— et r—r e araeaan 268
(9) AllOther......coevvieieeiiees B TR OP P URRUPROPRRPRON e 268
B 0] 7= | OSSOSO PRPRUPTRE 268
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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 271
Members per FTE..........ccccevviieeiiinnns 271
Chart Reviews per FTE per Year............... 271
Cost per Chart Review..........ccccoecceveneeenne 271
Costs per FTE......ooovcieeeeeeeeee e 271
FTEs per 10,000 Members........ e 271
Costs per Member per Month...........c.cccccvveennnee 271
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 271
Risk Adjustment Total Staffing Costs per Total FTE........ooo e e e e s e e e e e e nee e e snneeeenes 271
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 271
Risk Adjustment Total FTEs per 10,000 Members 271
Risk Adjustment Cost per Member PEIr IMONTN...........ooiiiiie et e e e e e et e e e st e e s neeeesnneeeeanneeeeneeeesneeeesaneeeeanns 271
Percent of Risk Adjustment Costs that are Staffing...........cceii i e e e e eneees 271
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 271
Percent of Risk Adjustment Costs that are OUISOUICEA............couiiiiiiiieiie et e e e e e st e st e e s e e snneeeenneeeennnes 271
Percent of Risk Adjustment Staffing that is OUISOUICEA...........cooiiiiiiiieee et e e e e e e e e e seeeeenee 271
Number of Chart Reviews
Per 1,000 Members
18] (T4 g F- OSSO PPUOR RSP 272
Outsourced 272
LI ] 2= | OSSP PPUPRSSPPR 273
Percent of Charts Subject to Multiple Passes
Internal 273
274
274
275
275
276
276
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Medicaid Plans Tab 10. Risk Adjustment

Risk Adjustment

Metric Page Definition Calculation

Risk Adjustment Staffing
Risk Adjustment Staffing FTEs per 10,000 Members
Employees Reviewing Charts........
Other Risk Adjustment Employees....
LI =L PO PSP PRP PP 78

Percent of Risk Adjustment Staffing
EMPIoyees REVIEWING CRartS. .......oooiiiiiiiie ettt ettt e ettt e e e sttt e s n e e e s mee e e e seeeemseeeeneeeeamneeeeanseeeeneeeesnseeeeaneeeennns 278
Other Risk Adjustment Employees....

Lo L= | T OO T ST ST P PR PSPOPR 79

Revenue Yields and Returns
Risk Score Improvement Percentage
18] (T4 g F- OSSP PPPORS PSP
(O 1] 7o 1N ot Yo TSP U PP ROPUUPPPPRRRIOt

AVETAGE RISK SCOFE.....ceiiiiiiiitiie ettt et ettt e et e e et e e e e tee e e steeeaabeee e sseeesasaeeesseeeansseeaneeeanseeeasseaeensseeasseeeansseaeasseaennsanesansaneanns 281
Dollar Reimbursement Yield

PMPY
QY C=Y g 0= | SRRSO PRRION
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