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TABLE OF CONTENTS

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, 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).

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.



This Page Intentionally Left Blank.



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.

Metric Page
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Tab 3
Sales and Marketing

Metric

Product Mix

Percentage Point Change in Mix of MEMDEISIID.......c.uii ittt st e bt s e e e sab e e s neeennrea s

Sum of Absolute Values of Percentage Point Changes in Product Mix

Group and Membership Growth
Sources of Membership Growth
Total MEMDEISNIP GIOWLN........ciiiiiiiiie ettt e ettt e e et e e e e e b e e e e e asaeee e e sseeeeeaasseeeaansseeaeeansseaaesenssneeesansseeeeaanssneaeans
Membership Increase Due to Group Members
Membership Increase Due to Individual Members

Note: Group Member PersSiStENCY RAE.........oouii ittt e bt e e s bt e e be e e s et e e eab e e sabeeeaseeesnbeeesnbeeaneeeanneas

Sources of Membership Growth
Percent Change in NUMDET Of GIOUPS..........uii ittt ettt ettt ettt e s b e e aat e e e be e e s heeeebeeaaabeeaabeeaabeeeaseeeanbeeeanseeanbeeesnseaaanneeanee
Percent Change in Average Group Size.

Change iN GroUP MEMDEISNID. ... ittt ettt ettt et b e e s bt e e eabe e e abeeen b e e e ab b e e sabeeaanbeeanbeeesebeeeneeeanbeessaeas
Percent Change in Number of INdividual MEMDETS.........couiiii ettt et e bt e e sab e e e be e e snneeenneeeanee
Growth in TOtal MEMDEISIIP. ...c.ciieeiiie ittt e e st e e e e e e e e e stbeeeeesstaeeeeeasseeesaasseaeeassaeaesenssaeeesanssaeeeaanssneeeannns

Note: Individual Membership Increase as Percent of Total INCrease or DECIEASE.............ceeeicviieeiiciiieeeeiie e

Sources of Group Membership Growth

Membership INCrease dUE t0 NEW GrOUDS.........iiiiiiiiieeeiiiieee e ettt e e st e e e e st eeeesetaeeeesessaeeesassaeeesaassaaeeansseeaesasseeeesanssaneeaassenaeaans
Membership Decrease dUE t0 LOSt GrOUPS..........uuiiiiiiiiiee e et e et e et e e e ettt e e e sttt e e s s e e e e esasaaeaeesseeeeeesseeeeeaansaeeeeansseaesasneeeas

Net Membership Growth Within Retained Groups.

Total Growth in Group Membershlp

Note: Group Member PersSiStENCY RAE.........o uiiiiieiiii ettt b et e s bt e e be e e et e e eab e e sabeeeasbeesnbaeesnbeeaneeeanneas

Note: Average Duration of Group Membership, Years....
Note: Growth Within RetaiNEA GrOUDS.........coiiiiiiiieiiiiiiie et e et e et e e e ettt e e e e e eate e e e e aaataeeeeaassaeeesssaeeesanssaeeeaasseeeesassaeaesanseeeas

Sources of Group Growth
Percent Change due to New Groups
Percent Change due to Groups Lost

Percent ChanGgE N GrOUPS. ........eieitie ettt ettt ettt e et e et et e s b e et e e e eateeeaaseeaabee ekt eeaasee e ambeeeabeeeeae e e s eeeeab e e e ambeeembeeeasbeeeneeeambeeaneeesnneas

NOtE: GroUP PErSISIENCY RALE.......co ittt ettt e s bt e e bt e e sa bt e e b b e eabe e e ab e e eabeeeabeeesabeeeanbeeanbeeesnneeenneeeanne
Note: Average DUration Of GrOUPS, YEAIS.......ccuui i iieeaiite et ettt ettt e ettt e e teeesabeeaabeeeasbeeaseeeaabeeabeeaabeeeasbeesneeeanbeeabeeesnneeanneeaanne

Page
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Larger Plans Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation

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

15T 7o T o SRS 31
Middle Market Group 31
Large Group.......ccccceevcveeeerrneeennn. 32
LI =1 OSSP PPPRTN 32
Broker and Internal Quotes per 10,000 MEMDEIS PEI Y @I ........ccoiiiiiiuiiiiiee ettt ettt ettt e e eae et e e nene e 33
Internal and Broker Final Quotes, Percent of Total, by Segment
15T 7o T o SRS 33
Middle Market Group 34
[T o [ ] o o S 34
Broker Distribution System
Percent of Final Quotes that are Made by Brokers, by Segment
35
35
36
36
Broker Final Quotes, Per Broker Group
5T 7o T o PSS 37
Middle Market Group 37
Large Group.......ccccceeecveeeersneennnn. 38
Lo =1 OSSP PPPTTN 38
Broker Quotes per 10,000 Members Sold Through Brokers per Year 39
Close to Quote Ratio, All BrOKET BUSINESS..........uiiiiiiiiiieeeiiee et e e e et e e e sttt e e e et e e e e as et e e e ans e e e ansaneeeeansseeeeaanseeeeeanseeeeeanneeeas 39
Internal Distribution System
Percent of Final Quotes that Made by Internal Sales Reps, by Segment
40
40
41
41
Internal Final Quotes, Per Internal Group
70T 7o T o PSS 42
1T Lo | LAY =T =] AT 01U o S 42
[T o N ] o o S 43
LI =1 OSSP PPUPTN 43
Internal Quotes per 10,000 Internally Sold MembErs PEr YEar..........ccoiiiiiiiiiiiii et 44
Close to Quote Ratio, All INTErNAI BUSINESS..........uiiiiiiiiiieeeiie ettt e e e e e e s s e e e e an s e e e snseeeeeeneeeeeeanneeeeeanneeeeeanneeens 44
Internal Final QUOLES PEr SalIES FTE.......co ittt ettt ehe e et e e e ear e e e be e e sat e e e be e e san e e neeenaneas 45
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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
INAIVIAUALL ...ttt h ettt a e et e e h e e et oo e st e e b et oo e et et et e e e bt e e b e e e e b et e bn e e nane e e anneearee s
Small Group......c..........
Middle Market Group
[T o N ] o o SR

Percent of Total Groups by Segment
INAIVIAUAT CONITACES. ... ittt ettt e bt e et e e et e e et ehe e e e bt e et et ettt e ea b e e e be e e ssbe e e bneesan e e e abeeennteeenens
Small Group.....cccceecveeeeennee.
Middle Market Group
[T o [ ] o o S

Average Group Size
Individual Contracts
Small Group.....ccceecvveveeenneee.
Middle Market Group
Large Group........cccceevcuveveennnne

Total, Including Individual

Note: Average Group Size This Year, Unsegmented, Excluding INdividUalS.............ooviiiiiiiiiiiiie e
Note: Average Size Last Year, Unsegmented, EXcluding INAIVIAUALS............cueriiiiiiiiri e

Broker Distribution System
Percent of Members Sold Through Brokers
INAIVIAUALL ...ttt h ettt a e et e e h e e et oo e st e e b et oo e et et et e e e bt e e b e e e e b et e bn e e nane e e anneearee s
15T 7o T o SRS
YT Lo | L1V =T (= AT 401 o S
Large Group........ccccevvuveveennnne
Total, Including Individual

Percent of Groups Sold Through Brokers
INAIVIAUALL ...ttt h ettt a e et e e h e e et oo e st e e b et oo e et et et e e e bt e e b e e e e b et e bn e e nane e e anneearee s
Small Group......c..........
Middle Market Group
Large Group.......ccccceecvveeernnnenn.
Total, Including Individual

Average Size of Broker Groups
Individual..........
Small Group
Middle Market Group
Large Group........ccccevvuveveennnne
Total, Including Individual
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Larger Plans

Tab 3. Sales and Marketing

Sales and Marketing

Metric

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

INAIVIAUALL ...ttt h ettt a e et e e h e e et oo e st e e b et oo e et et et e e e bt e e b e e e e b et e bn e e nane e e anneearee s

Small Group

Middle Market Group..................

Large Group........cccceevcuveeeennnns
Total, Including Individual

Percent of Groups Sold Through Brokers that are New
INAIVIAUALL ...ttt h ettt a e et e e h e e et oo e st e e b et oo e et et et e e e bt e e b e e e e b et e bn e e nane e e anneearee s
Small Group......c..........
Middle Market Group
Large Group........cccceeeveeeernnnenn.
Total, Including Individual

Average Duration of Broker Members, by Segment, in Years
INAIVIAUALL ...ttt h ettt a e et e e h e e et oo e st e e b et oo e et et et e e e bt e e b e e e e b et e bn e e nane e e anneearee s
Small Group
Middle Market Group
Large Group........ccccevvuveveennnne
LI ] €= 1S 1 e 18 o [ o Yo T AV o 0= USSR

Average Size of New Broker Groups
INAIVIAUALL ...ttt h ettt a e et e e h e e et oo e st e e b et oo e et et et e e e bt e e b e e e e b et e bn e e nane e e anneearee s
15T 7o T o SRS
1T Lo | L1V =T =] AT o1 o S
Large Group........ccccevvuveveennnne
Total, Including Individual

Percent of Broker Members, by Category of Group
INAIVIAUALL ...ttt h ettt a e et e e h e e et oo e st e e b et oo e et et et e e e bt e e b e e e e b et e bn e e nane e e anneearee s
Small Group......c..........
Middle Market Group
Large Group.......ccccceecvveeernnnenn.
Total, Including Individual

Internal Distribution System
Percent of Members Sold Internally
INAIVIAUALL ...t h ettt a e bt e h e et e ea e e e b et e e et e b et e e e bt e e ne e e e b e e et e e e nane e e enn e e ere s
Small Group.....cc.ceeuveeee.
Middle Market Group
Large Group................
Total, Including Individual
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Larger Plans

Tab 3. Sales and Marketing

Sales and Marketing

Metric

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

INAIVIAUAT CONITACES. ... ittt ettt h e e et e e ket e e et e b et e et e e ea e et e abe e e ea s e e e b et e este e e bn e e s an e e e abeeennneeenans

Small Group...............

Middle Market Group..................

Large Group........cccceevcuveeeennnns
Total, Including Individual

Average Size of Groups Sold Internally
INAIVIAUAIT CONTACES. ... ittt ettt h e e et e e et e e et e b et e et e e ea e et e te e e ea s e e e be e e este e e bn e e saneeeaneeennneeenens
Small Group.....ccceecvveveeenneee.
Middle Market Group
Large Group........cccceeeveeeernnnenn.
Total, Including Individual

Compensation
All Distribution Systems
Sales and Marketing COStS PIMPIV.........ooi ittt et e e ettt e e e et e e e e st e e e e e et e e e eameeeeaannseeeeeannneeeeeannaeeeeeannnneeeennnnes
Sales and Marketing Costs PEr QUOTE............ii ittt a e er et e et e e et e e e e e e e aar e e st e e e neneenneeeanne

Broker Distribution System

Broker Commission Costs
Broker Commissions per Broker Member per MONTN.............oii e e et e e s e e s e e e e nneee s
Broker Commissions as a Percent of Broker Premium EqQUIVaIENTS..........ooooiiiiiiiiiie e

Broker Commissions Excluding Overrides and Bonuses as a Percent of Broker Premium Equivalents™................ccccoeviieennn.
Broker Commissions Excluding Overrides and Bonuses per Broker Member per Month™.............occooviiiiie e,

Broker Commissions Per BroKer QUUOTE. .........coiiiiiii ettt b e e bt ie e s b e e ean e e e b e e nareennneean
Broker Overrides and Bonuses

Broker Overrides and Bonuses per Broker Member per MONth...........ouiiiii e
Broker Overrides and Bonuses as a Percent of Total Commissions

Internal Distribution System
Sales and Marketing Costs, Excluding Commissions, PEr FTE.... ... e e e e e e e e e
Sales and Marketing FTEs per 10,000 Internally Sold MEMDETS........cccoiiiiiiiiiiii e e e e e e e
Sales and Marketing Costs, Excluding Commissions, Per Internally Sold Member Per Month...........cccccoviiiiiiiiiicee e

Internal Commissions per Member Sold by Internal Sales Rep per Month..........oocuiiiiiiie e
Internal Commissions per Quote Made by Internal SAlEs REP.........coiiiiiiiiiiii e

Page
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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. ... ..ottt esbe et e e nane e 85
Groups per Final Quote..........ccocveviiiiiieciiceee 85
Groups Sold Per Sales and Marketing FTE........... 85
Average Group SizZe.......ccoooveereiniiieeeeniee e 85
Group Members Sold per Total Sales FTE...............ccce..... 85
Sales and Marketing Costs per Total Sales FTE.................... 85
Sales and Marketing Costs per Group Member per Month.... 85
Internal Sales Force
Internally Sold Groups Per Sales FTE 86
Average Internally Sold Group Size 86
Internally Sold Group Members per Sales FTE 86
Sales Costs per Sales FTE.........oooivieiiiieeeeee e 86
Sales Costs per Internally Sold Group Member per Month 86
Rating and Underwriting
FINAl QUOTES PEI FTE ... ittt h et e et e et eeht e e ettt e e a et e et e e ea bt e e be e e eab et e be e e nane e e anneeentneeneneennneenane 86
Groups per Final Quote 86
Groups per FTE 86
Cost per Group...... 86
Costper FTE.....covvvieeeeeeeeee 86
FTEs per 10,000 Group Members.......... 86
Cost per Group Member per Month 86
Acquisition Cost per NeW ENTOIMENT..... ..o e e e et e e e et e e e e e st e e e e s neeeeeeeneeeeeeenneeeeesanseeeeaanneneeans 87
Staffing vs. Non-Labor
Sales and Marketing Total Non-Staffing Costs per Total FTE.......... 87
Sales and Marketing Total Staffing Costs per Total FTE................. 87
Sales and Marketing Total Costs per Total FTE.................. 87
Sales and Marketing Total FTEs per 10,000 Members.... 87
Sales and Marketing Cost per Member Per MONTN.............ooii e e et e e e et e e e s e e e e e e e e s enneeeeennnnee 87
Percent of Sales and Marketing Costs that are Staffing............cooo e 87
Percent of Sales and Marketing Costs that are Non-Staffing..........coooiiiiii e 87
Percent of Sales and Marketing Costs that are Outsourced 87
Percent of Sales and Marketing Staffing that is Outsourced 87
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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 ... o ettt e e e e e oo e e oo aeaee e ettt eeaaaaeee e e s beeeteeeaaaaaeeeaaa e nsssabbeeeaaaaaaaaaaaaaannnn 96
Members per FTE........ccccceeevvveeen. 96
Manual Inquiries per FTE per Year 96
Provider Relations Services Cost per Manual INQUITY.........cooiuiiiiioiie ettt e e rae e e e e e beeesnbeeeaneeaan 96
Provider Relations Services Cost per FTE 96
FTEs per 10,000 Members.........cccccceevvveennnn. 96
Provider Relations Services Costs PMPM 96

Total Inquiries
TOtal INQUITIES PEI IMIEBIMDIET ... ettt et e e e e e e e e e e aaab e et eeeeeaaaeeeeaans bbb et e eeaaaaaeeeaaa e nnnssbbaeeeaaaaaaaaaaaaannnns 96
MEIMDEIS PO FTE ...ttt e et e e ettt e e e ettt e e e e st et e e e e aaeeeeeessaeeeeeasseeeeeesssaesanssseaaeessaeeeeenssaneeeeansseaeeannnseeaeaanes 96
Total Inquiries per FTE per Year. ... e e e e e e e e e e e e —————— 96
Provider Relations Services Cost per TOtal INQUITY.......c...eiiiii ittt sttt e e sae e e st e e e ebeeesbeeesnneeenes 96
Provider Relations Services COSt PEI FTE.........ocoiiiiiii ettt e et e e e et e e s et e e e e e e teaeeasasaeeeesassaeaessssseneesannsnneeaans 96
FTEs per 10,000 Members.........cccccceevvveennn. 96
Provider Relations Services COStS PIMPIML..........couiiiii ittt e e e e e ettt e e e s staeeeeesteeesanbaeaeesnssaeaesenssaeeessnssneeeaann, 96

Per Provider

Manual Inquiries
Manual INQUIFIES PEF PrOVIAET..... ... ettt e et oottt ettt et e e e e e e e e e e e e aaaaabebeeaaaaeeeeaa e nnsabeeeeeaaaaaaeaeaaaaannnnsnnnenees 97
LoV To [T o1 il I PRSPPI 97
Manual Inquiries per FTE per Year......................... 97
Provider Relations Services Cost per Manual Inquiry 97
Provider Relations Services Cost per FTE 97

FTEs per 10,000 Providers........c.cccccuvveeeicviieeeeieee e 97

Provider Relations Services Costs per Provider per Year 97
Total Inquiries
TOtal INQUIIES PEI PTOVIAEN ... ettt ettt e e e oo et oottt ettt e e eaae e e e e e e e anasbeeeeaaaaaeeeaaaannasssbeeeeeaaaaaeeeaaaaannnssnseneaas 97
Providers per FTE..........ccccovvvveen. 97
Total Inquiries per FTE per Year 97
Provider Relations Services Cost per TOtal INQUITY.......c...eiiiii ittt st sb e ae e e st e e e eteeesbeeesnneeanes 97
Provider Relations Services Cost per FTE.................... 97
FTEs per 10,000 Members.........cccceeeeiiieeeeeiiieeeeeeiieeeeenns 97
Provider Relations Services Costs per Provider per Year... 97
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Inx 1 +

Larger Plans Tab 4. Provider Network Management and Services

Provider Network Management and Services

Metric Page Definition Calculation

Provider Relations Services Cost Summary (continued)
Staffing vs. Non-Labor

Provider Relations Services Total Non-Staffing Costs per Total FTE.........coo it 97
Provider Relations Services Total Staffing Costs per Total FTE 97
Provider Relations Services Total Costs per Total FTE.................cc....... 97
Provider Relations Services Total FTEs per 10,000 Members......... 97
Provider Relations Services Cost per Member per MONTN.........oooo i e e s e e s e e e ennees 97
Percent of Provider Relations Services Costs that are Staffing...........ooooiiiiiii e 97
Percent of Provider Relations Services Costs that are Non-Staffing 97
Percent of Provider Relations Services Costs that are Outsourced 97
Percent of Provider Relations Services Staffing that is Outsourced 97
Inquiries
Inquiries per Member per Year, by Mode and Product
Manual
MANUAIL CAIIS.......ooiiie ettt e e e e e e e e e e e et e aeeeeeeaaeeeeeeeesaeaaasassseeeeeeeeeaaaasssssaneeeeaaaeeeesaaannnssssnneneeees 98
Paper/Written Inquiries ........... 98
Manual Electronic Inquiries 99
Total Manual Inquiries.............. . 99
F ] (o] 4= 1 (= Te 02 LU U PP PP URRRRRRRURPPPPNY 100
LI €= LN = (o0 oY g T T =SOSR 100
Provider Services INQUIries Per 100 ClaiMS.........oiii e et e e et e e e e e e e e et eeeeaaaneeeeeeaaseeeesanaeeeesanseneeesanneeeeeaannneeeeans 101
Inquiries per Provider per Year, by Mode
Manual
Manual Calls..................... 102
Paper/Written Inquiries ........... 102
Manual Electronic Inquiries 102
] = LY =T g LU= TN o Uy TSSO 102
F T (o] g aE= 1 (=To I 0= | PSP PRRUPRPPRRON 102
TOtal ProVider INQUITIES ... ..viiieiiiiiie ettt ettt e ettt e e et e e e e ettt e e e e eateeee e e sseeeeeaaasseeeeassseeeeasseeeeaansseeeeaansseeeeaansseeaesansseeaneansseeeeeanssns 102
Percent of Total Inquiries, by Mode and Product
Manual
Y =T TU = RO 1 TP SPPRP 103
Paper/Written Inquiries 103
Manual Electronic Inquiries 104
] = LY =T g TU T T o Uy TSRS 104
F U (o] g aE= 1 (=Te I 0= | SO PRRRUPRPPRIN 105
TOtal ProVider INQUITIES ... ..viiieiiiiee ettt ettt e ettt e e ettt e e e ettt e e e e e staeee e e sseeeeeaaasseeeeaassseeeessseeeeaansseeeeaansseeeeasnssaeaesensseeaeeanssneeeeansnes 105
Percent of Total Calls Received that @re ManUAL................ccuiiiiiiiiiie e e e et e e e st e e e e s nreeeesanbaeaeeenraeaen, 106
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Larger Plans Tab 4. Provider Network Management and Services

Provider Network Management and Services

Metric Page Definition Calculation

Inquiries (continued)
Product Mix of Inquiries

Manual
MMANUAIL CAlIS......oooiiieeiiee ettt e e e e e oo e e e e e e et eeeeeeeee e aasassaeeeeeaaaeeeeassssssaeeeaaaaaeeeaaaaansssnsssanseeeaeeeeeenas 107
L= To T A AT L= T g o 0TS 107
1Y =T TU = B == ) o T 01T 4TSS 108
QLI €= LAY =T T = LN T 0T3S 108
F ] (o] 4= 1 (= Te 02 LU U PP PP URRRRRRRURPPPPNY 109
LI €= LN = (o0 oY g T T =SOSR 109
Reasons for Inquiries Per Member Per Year, by Product
BN IitS. ..ot e e e e e e e e e e e —a————————eaaeeeeeaaa———————aaaaaeeaaaaaaaaanaranaaaaaaaaaaaas 110
Eligibility..........ccceouenee. 110
Claims Status.................. 111
Provider Check.......... 111
Billing & ID Cards 112
Complaints / Grievances 112
Financial Information.......... 113
Other.....ccoovveviieeeeeeee, 113
I} e= 1N o 13T SRR 114
Reasons for Inquiries as a Percent of Total Inquiries
BN itS. ..oeeeiiieiei et e e e e e e e e e e e —————————eeaaaaeeeaaa———————taaaaeeeaaaaaanaarraaaaaaaaaaaaaaas 114
Eligibility 115
(01 1= 1 g SRS = (01 TSP PP PP PP PRIt 115
[Rd (o) Te (=T O T=Tod PP PP UUPRRRRRSRRRPRPPR 116
Billing & ID Cards................ 116
Complaints / Grievances.............. 117
Financial Information.......... 117
Other....ccoiiiieiieeeeeeeeeeeees 118
I} e= 1N o 13T SRR 118
Provider Portal
Number of Portal Sessions / Logins per Provider Per Month 119
Name and VENdOr Of POIAl USEA..........uuuiiiiiiiiieeii ittt ettt e e e e e e e e e e e e e e b e e e e e eeeeeees e aaasssaaeeeeaaaaaeeeaaaaasnsssnssseseeeens 119
Accessibility of Provider Services
Average Speed of Answer (ASA), in Seconds 120
ASA Service Level, at 30 seconds........................ 120
Abandonment Rate......................... 121
HAaNAIE TiME, IN SECONAS........uuiiiiiiiiiie ettt e e e oo e e e ettt e e e eeeee e e e e e s aaaaaaeeeeeeaeaaeeseassssaaeeeeaaaaaeeaaaaasssssssnsaeaaaaeeeeeaaenannnsnnes 121
Provider Appeals
Percent of Appeals Adverse DeciSions OVEITUINEd. ..........ooui it e e e ettt e e e et e e e e st e e e s s e e e e ennaeeeesanneeeeeeannees 122
Percent of Appeals Adverse DecCiSions UPQEId...........ooo ittt et e e e e e e et e e e s s neeeeeeennreeeeeannnees 122
AppPeals PEr 10,000 IMEMDETS.......cccuueiiee et e ettt e e ettt e e ettt e e e st eeeeaaaaaeeesesseeaesssssaeeeaassseeeeaansseesessasaesanssaeeesanssseeeaanssaneesannsenaenanns 123
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Larger Plans

Tab 4. Provider Network Management and Services

Provider Network Management and Services

Provider Contracting Metrics:

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

Metric Page Definition Calculation
Provider Contracting Summary
Providers per 1,000 IMEMDEIS.......c.c.uuiieeiiieiie ettt e et e e e et e e e e et e e e e eaa et eaeeessaeeeeaasseeee e e nsseeeeaasseeeeesssaeeesanssaeeeaansseeeesansseaaesasneeens 124
Members per CONraCting FTE ... ... .ottt ettt ettt he e e e bt e e ettt e eabe e e aaeeebeeeambee e beeeambeeeanseeanbeeeanneesneeaanne 124
Providers per Contracting FTE..................... 124
Provider Contracting Cost per Provider. 124
Provider Contracting Cost per CoNtacting FTE.........cooiii ittt e st e et e et e e e ebe e e smbeeeanteeanbeeesabeeennneeanee 124
Contracting FTE per 10,000 MEMDETS........c. ittt ettt et e et e e st e e ettt e sabe e e aaeeeahe e e aabeeebeeesabeaeanseeanbeeanseeesnneaann 124
Provider Contracting CoOStS PIMPIM........ ..o ittt ettt et e e sa bt e e bt e e e h b e e e bt e e aab e e aeeeaabe e e beeesabeeeanbeeanbeeeasneesneeaanne 124
Staffing vs. Non-Labor
Provider Contracting Total Non-Staffing Costs per Total FTE........cuo it s 124
Provider Contracting Total Staffing Costs per Total FTE 124
Provider Contracting Total Costs per Total FTE 124
Provider Contracting Total FTES per 10,000 MEMDEIS...........co ittt ee ettt ettt e st e sab e e e beesbe e e saeesbeeeambessaeeesnneas 124
Provider Contracting Cost per Member Per IMONTN. ... ittt sttt e b e sab e e e be e e seneeeneeeanee 124
Percent of Provider Contracting Costs that are Staffing..........ceoi e 124
Percent of Provider Contracting Costs that are NON-Staffing...........c.cooiiii e 124
Percent of Provider Contracting Costs that are OUISOUICE.............coiuiiiiiiiii ettt e 124
Percent of Provider Contracting Staffing that is OUISOUICET..........ccuiiiiiiii e 124
Number of Provider Contracts
Providers Contracts per 1,000 Members
PHMAry Care PRYSICIANS. ... ..oiiiiiiitii ettt ettt ae e e s bt e ekt e eea b et e aae e e oate e e ek et e eabeeeab e e eabs e e ambeeebeeeambeeaaneeeanbeeeanneesneeaanne 125
Professional Specialists 125
125
125
125
Provider Contracts per Provider
PHMAry Care PRYSICIANS. ... ..oiiiiiiiiii ettt ettt e e a et e sttt ettt eea bt e e aae e e eabe e e ek et e eabeesabeeeabs e e ambeeebeeeambeeenneeenbeeesnneesneeaanne 125
Professional Specialists 125
Facility.....cccooveiinieeee 125
Ancillary.... 125
LI ] = | U EPROPPRRN 125
Provider Contracts by Type
Primary Care Physicians 125
ProfesSSiONal SPECIAIISES...........eeiiiieiiee ettt e et e e e e e e e e et e e e et —eeeae———eeeaaa——taeeeat—ataeeattaeeeeaaraeaeaanreeeeans 125
125
125
125
125
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Larger Plans Tab 4. Provider Network Management and Services

Provider Network Management and Services

Metric Page Definition Calculation

Number of Providers
Providers per 1,000 Members

PHMAry Care PRYSICIANS. ... .oiiiiiiiiii ettt ettt ettt ae e e sttt e ettt e sa bt e e aab e e ea et e e oAbt e eabeesab e e easseeambe e e beeeaabeeeaneeeenbeeennneasneeaanne 126
Professional Specialists 126
Facility.....cccooveiinieeee 126
F N L] T USSP 126
LI ] = | U EPROPPRRN 126
Provider per Contract
Primary Care Physicians 126
Professional Specialists................ 126
126
126
126
Total Providers by Type
PHMAry Care PRYSICIANS. ... .oiiiiiiiiii ettt ettt ettt ae e e sttt e ettt e sa bt e e aab e e ea et e e oAbt e eabeesab e e easseeambe e e beeeaabeeeaneeeenbeeennneasneeaanne 126
Professional Specialists 126
Facility.....cccoooeveiiieieeens 126
Ancillary 126
LI ] = | U EPROPPRRN 126
Percentage Change in Number of Providers from Prior YEa...........coo ittt 126
Provider Crendentialing Time
Initial Credentialing
Application Received to Start of Credentialing 127
Start of Credentialing to Active Provider 127
i) e= 07 =Yoo =y o T I o1 T PRSPPI 127
Recredentialing
Application Received to Start of Recredentialing 127
Start of Recredentialing to Active Provider...... 127
L] t= L =Tt =To L= o1 (=T T T RN 0 -SSP 127
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Larger Plans

Tab 4. Provider Network Management and Services

Provider Network Management and Services
Provider Audit / Billing Validation Metrics:

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

Metric Page Definition Calculation

Provider Audit / Billing Validation Metrics
PA/BV Costs as Percent of Health Benefit Costs 128
Health Benefit Costs per PA/BY FTE (IMIllIONS).....c..uiiiiiiiiie ittt ettt ettt e et e e e be e e s abe e e anbeeenbeeesnneesneeannne 128
PA/BV Costs per PA/BV FTE.........ccccoovveeiiiieeeeeee 128
PA/BV FTEs per 10,000 Members.. 128
PA/BY COSES PIMPIV.......eeiiiii ittt ettt ettt ettt ket e s 2kt e e e a bt e e b et e mb e a2 s et e oa bt e e b e e ea b e e e aeeeeabee e embeeembeeeambeeebeeeanbeeannneeanee 128

Staffing vs. Non-Labor

PA/BV Total Non-Staffing Costs per TOtal FTE..........coii ettt ettt e bt e e e e e s be e e sabe e e anbeeanbeeesnneesneaeanne 128
PA/BV Total Staffing Costs Per TOLAl FTE....... ..o ittt ettt e bt e e s bt e e be e emte e e sae e e eabeeesseeesabaeesnbeeaneeeanneas 128
PA/BY Total CoStS PEF TOMAI FTE........ooiiiiiiiii ettt e et e e e ettt e e e ettt e e e e s e et e e e aasseeaeaaseeeeeessseeeeeansseeeeaannseeaesansseeaesannnaeens 128
PA/BV Total FTEs per 10,000 Members 128
PA/BYV Cost per MemMbDEr PEIF IMIONTN.........oiiiiieii ettt e e e et e e e e e tte e e e e e ssteeeeeasseaaeeassseeaesensseeeesansseeeeaansseeaeanns 128
Percent of Provider Audit and Billing Validation that are Staffing...........cccei e 128
Percent of Provider Audit and Billing Validation that are Non-Labor..............ooiiiii e 128
Percent of Provider Audit and Billing Validation Costs that are OULSOUICEd............ccciiiiiiiiiiiiiieie e 128
Percent of Provider Audit and Billing Validation Staffing that is OQUtSOUICEd............cccoiiiiiiiiiii e 128
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Tab 5
Enrollment / Membership / Billing

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

Metric

Enrollment Cost Summary
Manual Transactions

Manual Member Transactions Per MEMDET ... ettt et e e e e e e e e et e ettt e e aaaaeeaa s e e nnnsssneeeees
LY = aa] o1t s o =Tl I PO U PRSP
Manual Member TransactioNS PEr FTE PEI YEaT..... ... . ittt e e e oottt et e e e e e e e e e ettt eeeeaeaaaaaaeaaaaannnnnrnnees
Enrolliment Cost per Manual Member Transaction..
(07015 3 o 1= ol I USSP EPSRSP

FTES PEr 10,000 MEMDEIS.........uuiiieiiiiiieeeeiieeee e ettt e e e ettt e e e e etae e e e e e saaeeessstaeeeeasseeeeaassseeeaansssseensseee e e ssseeeesanssaaeeannsssaansssseeanannsen
(0701 S oL a1V [=T a0 o1l o T a1V (o o1 { o TSRO

Total Transactions

Total TranSaCtiONS PEI IMEIMDET ... o ettt e e e oo oo oo hhe ettt e eeaaaa e e e e e e e aeeeeeeeaaaaaeeeaaa e nnsbebbaeeaaaaaaaaaaaaaannns
Members per FTE .
Total TransacCtioNS PEI FTE PO YBAI ... ettt e oottt et e e e e e e e a et ettt e eeaaaaaeaaaaa e nnnssnsseeeeaaaaans
Enroliment Cost per Total TranSACHON. ........cccuuiii ittt e et e e e e e e e st eeeeaaeeeesessaeeeeasteeaeaansseaaessnsseaassansaneessansnneeenas
Costs per FTE......cccooovvivieieeieee e

FTEs per 10,000 Members
(0701 S oL a1V [=T a0 o1l o1 ol 1Y (o o1 { o TSSO

Staffing vs. Non-Labor
Enroliment Total Non-Staffing Costs per Total FTE........o ettt sttt e s e e saa e e be e e seneeeneeennee
Enroliment Total Staffing Costs per TOtal FTE........oo ettt ettt et e et e e ab e e s b e e ba e e e be e e smbeeaneeesneeas
Enroliment Total Costs per Total FTE.................

Enrollment Total FTEs per 10,000 Members
Enroliment Cost per Member per Month..........

Percent of Enrollment Costs that @re Staffing............oi it e e
Percent of Enrollment Costs that are NON-Staffing...........uoo i s

Percent of Enroliment Costs that are QUESOUICEA..............ooo it e e e et eeeeaaaaeas
Percent of Enrollment Staffing that is OUISOUICEA..........o..uii i ettt e et eneeas

Transaction Processing
Group Transactions per Member
[N [T € o T o TSRS
RENEWAI/IMAINTENEANCE. ...ttt e e e e e e e e e e e e et taaeeeeeeeeeeeeeasaassaeeeeaaaaeeeeeaeeeesssssssssneeeeeaaaeas
L] £= 1 €] (0T o TSP OPR

Group Transactions per Group
New Group TranSaCtioNS PEI INEW GrOUD........ciiiicuiieeeiiiiieeeeetieeeeeetteeeesataeeeeaaasseeeeaasseaaeaasssaaassassaeeasassseeesasssaaesassseaesesseeaesasnees
Renewal/Maintenance Transactions per Renewal Group
TOtal GrOUP.......eeiiee ettt e

Note: Total Enroliment Transactions PEr GrOUP PEI YEAI.........ccccuuiieeiiiieeeeeeiieeeeeeiteeeeeseteeeessssbaeaessssaaeasssaeeeassnseeeesaanseeaesannseeens

Page

134
134
135

135

-
I
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136

-
w
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Definition Calculation
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Larger Plans Tab 5. Enroliment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation

Transaction Processing (continued)
Composition of Total Group Transactions

LI L=V o T o TS 137
Renewal/Maintenance 138
Total Group.......ccceeennnee. 138
Member Transactions per Member
Manual
Electronic Transactions Requiring Manual Intervention 139
All Other Manual.............ceeeeiiiiiiiiiiiiccieeee e 139
Total ManUal TranSACHONS. ...........uiiiiiiiiiiiee ettt e e et e e ettt e e e e e e e e e e e e eeaaaaasaseeeeeeeeeaa e assssssaneeeaaaaeeeesaaannssssnnneseeeaeas 140
Automated
140
141
141
142
Note: Total Enroliment Transactions per MembDEr PEI Y AT .........coi i e et e et e e e et e e e e sne e e e e naeeeeeaneeeeeeaneeeeeaas 142
Composition of Total Member Transactions
Manual
Electronic Transactions Requiring Manual Intervention 143
All Other Manual.............cooeviiiiiiiiiiiiciieeee e, 143
Total Manual Transactions 144
Automated
144
145
145
146
Note: Percent of Member Transactions Submitted Electronically that Require Manual Intervention............ccccoooceveeiicieeennene. 146
Average Enrollment Processing Days
1670 T o 147
LY =T 0] o 1= TSSO PPPPPPRN 147
Enrollment Accuracy
1] 0T o 148
LY =T 00 o 1= TSSO P PPPPPR 148
ID Cards
Percent of Members that Received Card Before Effective Date.............coooiiiiiiiiiiiiiie et 149
Percent of Members that Received Card Within 30 Days of Plan Receiving Paperwork.............cccccveiiiiereiiiiiee e 149
NUumber of Cards ISSUEA PEI IMEMIDET......... .ottt e et e e e et e e e e et e e e e e ne e e e e aaneeeeeanseeeeeaanseeeeeaannseeeesannseeeeeannneeeeen, 150
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Larger Plans Tab 5. Enroliment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation

Billing
Percent of Bills Paid BefOre DUE Date..........coouiiiiiiiiiie ittt ettt et e et e et e et e e s enr e e ar e etne e
Average Number of Days that Bills Were Sent Prior to Due Date
Total Number of Bills SENt PEF MEIMDET........co ettt e et e e e e e e st e e s ne et e e e anseneeeeanseeeeeaanneeeeeaannneeeeannn 151

BRI
|
- |0

Demographics
Percent of Membership in the Following Age Categories

F N =T T3 AN TN 1Y Y o 4] o =Y ] T F SRS 15

Group and Membership Characteristics Affecting Total Transactions
Percent Change in NUMDET Of GrOUPS.........ciiiiiiiiie ittt e e e e et e e e e st e e e e e n et e e e anseeeeeeanseeeeeeannseeeeeannneeeeeanneeeeen, 154

Net Membership Growth Within REtaiN@d GrOUPS........cuuiiiiiiiiie et e et e e et e e e st e e e et e e e enneeeeeeenneeeeeeannneees 1
Percent Change in Number of INdividual MEMDETS...........ooo i e e e e e e e e s e e e s e e e e enneeeeens 1

Average Size of Group, INCIUAING INAIVIAUALS. .........oo i e e et e e e s e e e e anne e e e e s nteeeeeenneeeeeeeanneeeeeaanneeeeeanns 156
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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
ManUAl INQUIFIES PO IMEIMDET .........co ettt ettt ettt e bt e e et e e ea b e e e be e e eht e e e ate e emee e e emb e e e mbe e e ambeeeabeeeambeeebeeesnbeeeanneeannes 161
Members per FTE.........cccevieeenneene 161
Manual Inquiries per FTE per Year 161
Customer Service Cost per Manual Inquiry 161
Costs per FTE.......coooieiiiiiieeeieeiee e 161
FTEs per 10,000 Members........ 161
Costs per Member per Month 161
Staffing vs. Non-Labor
Customer Services Total Non-Staffing Costs per Total FTE..........oooiiiiiiiiiie ettt s ee e s eeenee 161
Customer Services Total Staffing Costs per TOtal FTE..........ooi ittt et e s e e sbe e e sbeeesnneeeas 161
Customer Services Total Costs PEI TOAl FTE........cccciiiiiiiiiie ettt e e e e e st e e e e e e e e e s staeeeeesasseeeesansseeeeaassseaaeennnneeeas 161
Customer Services Total FTES per 10,000 MEMDEIS..........coiiiiiiiiiiiiiiiiie et e ettt e e et e e s e e e s eaae e e e ssaeeesessseeeeeanssaeeeaans 161
Customer Services Cost per Member PEF MONN...............iii it e e e et e e e e e bt e e e s snaeeaesesseeeesenssneeeeansnns 161
Percent of Customer Services Costs that are Staffing..........oouii e 161
Percent of Customer Services Costs that are Non-Staffing.............oo e e 161
Percent of Customer Services Costs that are QUESOUICET............c.uiiiiiiiiiiie e e e s s e e e e aae e e e e ensreeae s 161
Percent of Customer Services Staffing that is OQULSOUICET..........ooiiiiiiiii et 161
Inquiries
Inquiries per Member per Year, by Mode and Product
Manual
[V =T TU = RO | SRS SUPRPR 162
Paper/Written Inquiries ........ 162
Manual Electronic Inquiries... 163
] = LY =T g LU T o Uy TSP 163
F T (o] g aE= 1 (= Yo I 0= | PSP PRRUPRPPRIN 164
TOtal MEMDET INQUITIES ..ottt e et e e e ettt e e e ettt e e e e aaaeeeeeansaeeeeeansseeeeeessseeaannseeaeeenssseaesenssaeeeeenssaeeesansseeeeaannseeeeanns 164
Customer Services INQUINES PEI 100 ClaiMS. ......iiiiiiiiee ittt e st e e e et e e e ettt e e e s e ssteeeeeassseeeeasasseaeeassaeaesssseeeesasseeeesanssneeeannns 165
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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
MMANUAIL CAlIS......oooiiieeiiee ettt e e e e e oo e e e e e e et eeeeeeeee e aasassaeeeeeaaaeeeeassssssaeeeaaaaaeeeaaaaansssnsssanseeeaeeeeeenas 166
Paper/Written Inquiries 166
Manual Electronic Inquiries 167
LI €= LAY =T T = LN T 04T S 167
AULOMALEA CalIS......eeeiiiiiiii ettt e e e e e e e e e e e e e aaaaaaeeeeeeeeeeeeeeeeaaaasssaeeaaaeeeeasaaasssssnsnaeaaaaeeeasassanssssnssnnnees 168
LI ] e= LAY 1= 0 g o T= Tl o 13T SN 168
Percent of Total Calls Received that @are ManUAaL..................oooiiiiiii oo e e e e e eaaa e e e e e e e e s ensannnnneees 169
Product Mix of Inquiries
Manual
MMANUAIL CAlIS......oooiiieeiiee ettt e e e e e oo e e e e e e et eeeeeeeee e aasassaeeeeeaaaeeeeassssssaeeeaaaaaeeeaaaaansssnsssanseeeaeeeeeenas 170
Paper/Written Inquiries ........... 170
Manual Electronic Inquiries 171
QLI €= LAY =T T = LN T 04T S 171
F U] (o] 4= 1 (= To 02 PP PUPURRRRRRRRRRPPPNE 172
LI ] e= LAY 1= 0 g o T= Tl o 13T SN 172
Reasons for Inquiries Per Member Per Year, by Product
BN itS. ..oeeeiiieiei et e e e e e e e e e e e —————————eeaaaaeeeaaa———————taaaaeeeaaaaaanaarraaaaaaaaaaaaaaas 173
Eligibility 173
(0112 1 g S = (01 TSP PP UPPU PRIt 174
[Rd (01 e (=T O T=Tod PP PP UUPRRRRSRRRPPPPN 174
Billing & ID Cards................ 175
Complaints / Grievances.............. 175
Financial Information.......... 176
Other....ccoiiiieiieeeeeeeeeeeees 176
I} e= 1N o 13T SRR 177
Reasons for Inquiries as a Percent of Total Inquiries
Benefits.............coen. 178
Eligibility.........ccevvirenns 178
Claims Status..... 179
Provider Check.......... 179
Billing & ID Cards 180
Complaints / Grievances. 180
Financial Information 181
Other.....ccoovvvveveeeeeeee, 181
LI} e= 1 o 13T USSR 182
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Larger Plans Tab 6. Customer Services

Customer Services

Metric Page Definition Calculation
Call Center

AVErage SPEEA OF ANSWET (ASA)....cei it it et e et e e e ettt e e e eeeeeaaaae e eeeeane e e eeeaneeeeeeanseeeeeaaseeeeeanseeeeeensseeeeannsneeeennnaneeeeannnenes 183

ASA Service Level, at 30 Seconds..........cceeeeeeeeiiiiiiiiiiiieeeeeeeeee 183

Abandonment Rate...............cccvvveees e 184

Handle Time in SECONdS..........ccuviiiiiiieeeeeeeeccceee e 184

Percent Of CallsS BIOCKEA. ..........uuueeiiiiiiie ettt e e e e e e e e e e e e eeeeeeeeeeeeeeaaasseaeeeeaaaaaeeasaaasssssssasaeaaaaeeeeeaeannnsnnnens 185
Quality

CUSTOMET SEIVICE INQUINY ACCUICY ....ceiuueiiiee et e e ettt e e ettt e e s et ee e e st eeeaaneeeeeeaanaeeeeeaanseneeeaansaeessnaeeeeeeanseneeeanseeeeeaanseeeeeaanneeeeeannns 185

Percent of MEMDErs SAtISTIEA.........oooiii it e e ettt e e e e e e e e e e e et s s e e e et eaaaaaeeseaa s sssssaaeeeaaaaeeeeeaaeaasnnnnes 186

Net Promoter SCore (NPS)® - MEMDETS........cooo ittt e et e e e et e e e e s s e e e s nseeeeesanseeeeeeanseeeeeaannseeeesannneeeen, 186

Net Promoter SCOre (NPS)® = GrOUPS. ....cceeiiieiiteeiiiieeeeeie e e e st e e e st eee e e et eeee e s saeeeeaaneeeeeaanaeeaeeasneeeaanneeeeeaannseeeeeannseeeesannnneeeennnees 187
Email Response Time

LTS oo YT T =T I - Y 187

Percent of Responses Within TWO BUSINESS DAYS.......ccoiiuiiiiiiiiiieeeieie et e et e e e et e e e st e e e e st e e e s nsaeeeeeanseeeeeaannaeeeeaannneeeeeanns 188
Timeliness of Customer Services Response

DayS t0 RESOIVE INQUITIES.....ceeiieiee ettt et e et e e e sttt e e e ettt e e e e ameeeee e e nse e e e e aann e e e ansaeeeeeanneeeee e nneeeeeeannneeaesannneeeeeanneeeeens 188

Percent of Total Inquiries ReSOIVEd iN SEVEN DaYS..........oiiiiiiiiiiieeiee et et e e e et e e e st e e e s s e e e e enneeeeeeeneeeeeeeannees 189

First Call RESOIULION RALE........eeiiiiiiii ittt e e e e e e e e e e e e e e et e eeee e e e e aaaasaaeeeeeaaaaeeeaaaaaassssssseaaaaaaeeaeaeaaannsnnnes 189
Member Appeals

Percent of Appeals Adverse DeciSions OVEITUINEd. ...........ooiiiieiiiiiiiie e e e st e e e e et e e e e e sae e e e s s nneeeeeeennaeeeeeanneeeeeeannees 190

Percent of Appeals Adverse DecCiSions UPQEId...........oo ittt e e e e e e e st e e e s neeeeeeennteeeeeannnees 190

AppPeals Per 10,000 IMEMDEIS.......ciueiieee it e ettt e et e e e et e e e st eeeeaaae et eeeaneeeeeeanseeeeeeansaeeeeaanneeeeenseeeeeanseeeeeeanseeeeeaannneeeeeannneeeaanns 191
Appealed Claims

Number of Appeals as a Percent of Total ClIaimMS.........oooi it e e e s e e e e e e e s snseeeeeeaneeeeeaanneeeeennns 191

Number of Appeals as a Percent of Deni€d ClaiMS...........oo i e e e ee e e st e e e e s e e e s aneeeaeeenneeeeen, 192
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Tab 7

Claim and Encounter Capture and Adjudication

Metric

Claims Cost Summary
Suspended Claims
SUSPENAEd ClAIMS PEI IMEIMDET .........eiieeiiiiie ettt e e ettt e e e et e e e et e e e e esteeeeeaseaeeeaasseeeeaansaeeeassseeeeeansseeeeaansseeeeaansseeaesansneeens
Members per FTE
Suspended Claims ProCesSSed PEI FTE PEI YA .........uuiii i iiiie et e e ettt e e ettt e e e ettt e e e st e e e s s aabaeaesasaaeesassaeeeaanseeeeaasssaaeeansneeans
Cost per Suspended Claim
Costs per FTE.......cccccoeviveeeeee.
FTEs Per 10,000 Members
(0701 S oL 1Y [=Yag o Tl o 1V oo o SO PRPTPRP

Total Claims

Claims ProCeSSEA PEI IMEBIMDE .........eeieiie et e ettt e e e e e e e e et s e e e e e e e e e e e e e e e e e e e sssssassesaeaeeaaaaaas
MEMDEIS POI FTE . ... oottt et oottt e e e e et eeeeeeeee e e e e et aaaaaaaaaeaaaeaeseaeaeessesssasaaananaaaaaeeseeseeesssssnnannnnnnnnns

Claims ProCeSSEA PeI FTE PEI YEA ...ttt e e e e e e e et e e e e e e e e e e e e e eeeansssnnneees
Cost per Claims Processed
Costs Per FTE.............c..uuue.
FTEs Per 10,000 Members
CoSts Per MembDEr Per IMIONEN...... ...ttt e e e e e e e oo ettt et eaeeeeeeeeeeassssseeeeaaaaeeaeeeeeeesnssssnnenees

Staffing vs. Non-Labor
Claims Processing Total Non-Staffing Costs per Total FTE..........o ettt
Claims Processing Total Staffing Costs per Total FTE
Claims Processing Total Costs per TOtal FTE....... ..ottt ettt et e st e st e e be e e sabe e e bt e e smbeeesseeesnneaanee
Claims Processing Total FTEs per 10,000 Members...
Claims Processing Cost per Member PEr IMONTN..........oo ittt e et e e et e e e aat e e smbeeenneeesneeeeas

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

Percent of Claims Processing Costs that are OUISOUICEA. ..........ooiuiiiiiiiii et rae et e e snee e eanes
Percent of Claims Processing Staffing that is OUISOUICEA...........cooiiiiii ettt

Volume of Claims
Claims Received

Total ReCEIPLS Per MEMDEI PO YEAT......oi i iiiee ettt et e e et e e e et e e e e st e e e e et e e e e aneeeeeeannneeeeeannseeeeennneeeeeannnnen

Total Receipts Rejected Per MemDEr Per YA ... . ittt et e e e e e e e e et e e e e e e e e e anneeeesenneeeens
Total Rejected Receipts as a Percent of Total RECEIPES. .....ooii i e e e e e eneeeeeeas

Page

N
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©
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©
©

Definition Calculation
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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 MEmMDEr PEI Y AT ........cooi et e st e e e ettt e e s sttt e e e e st e e e enneeeeeeaneeeeeeeannseeeeaanneeeeeans 200
Paper Claims Processed as a Percent of Total ClaimsS. ..........oiiiiiiiri et e e e e e s e e e e n e e e e ennneeees 200
Electronic Claims Processed Per MembDEr PEI YEAI............uuuiiiiiiiiiie ettt e e e e e e e e et a e e aaaaaeeeeeeeeannnns 201
Electronic Claims Processed as a Percent of Total ClaimsS..............uuiiiiiiiiiiii e e e e e e e e e 201
Total Claims Processed Per MEMDEI PO Y AT ..........ii ittt e e e e e e e e et e e e e e ae e e e e e e e aasaaaaeeaeeaeeeaaeeaenanees 202
Total Claims Processed as a Percent of TOtal RECEIPES. ... ...ouii it e e e e e s e e 202
(70153 o=l {0 Yo7 STS TS =Y I =1 o o OSSP SES 203
Autoadjudicated Claims
Paper Claims Autoadjudicated Per Member Per Y@ ........ ..ottt e e e e e a e e e e e e e e e enneeeas 204
Paper Auto-Adjudication Rate...........cceveiiiiiiiiiiee e 204
Paper Claims Autoadjudicated as Percent of Total Claims Autoadjudicated 205
Electronic Claims Autoadjudicated Per Member Per Y. ..........oii ittt e e e e e et e e e e et e e e e nnnneeeeanns 205
Electronic Autoadjudication Rate 206
Electronic Claims Autoadjudicated as Percent of Total Claims Autoadjudicated.............coeeiiiiiieiiiiie e 206
Total Claims Autoadjudicated Per MembDEr Per Y. ..........ov oottt et e e st e e ene e e e s et e e e e enneeeeeeanneeeeanns 207
Total Claims AULO-AGJUAICATION RATE..........oiiiiiiie et e e e e e e e e e e s et e e e s n et e e e eneeeeeeeneeeeeeanneeeeeeanneeeeans 207
Suspended Claims (Claims Requiring Manual Intervention)
Paper Claims Suspended Per MembDEr Per Y@ ...........oi oottt e e et e e et e e st e e e e s nr e e e e anneeeeennneeeas 208
=T o1 AT U] 0= g o T g T = - 208
Electronic Claims Suspended Per Member Per Year 209
EIeCtroniC SUSPENSION RATE..........eiiiiiiie ettt e e e e e e e e ettt e e e s a et e e e e s eee e e nee e e e e aanseeeeeansneeeeenneeeesenneeeeeannnees 209
Total Claims Suspended Per Member Per Year 210
LI €= ST o= g o g T = - SO E 210
(70153 o= g U] o =Y g [T O - 1 o R 211
Adjusted Claims
Total Claims Adjusted Per MembDEr Per Y. .........ooi oottt e e e e et e e e ettt e e e et e e e s nee e e e eanneeeeeeannteeeeennseeeeeannnees 212
LI ] €= LI o T L] 10 =T a1 (S 212
Denials
Denied Claims Per MEMDEI PEF YEA........uueiiiiiiiee ettt e e e e e e e e e e e e e e e eeeeaaeaaaa e aassssaseaaaaaaeeaaaeaannnssssnnnnees 213
DENIEA ClAIMS RATE......ceeiiiiii ittt e e e e oo e e e et e ettt e e eeeeeeee e aaaassaaeaaaeeesaaaansssssseeeeaaaaeeeeaaaaannssssssaeeeeaeeens 213
Paid Claims Per Member Per Year 214
Paid Claims RAE... ..ottt e et ettt ettt e e e e e e e e e e e e e e s aaaaaaseeeeeeeeee e aaaassaeaeeaaaaaaeeeeaa e antnrranaaaaaeaeaeaaas 214
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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)

Percent of Claims by Business Line

N
=
(63}

N
=
(63}

N
=
(e}

N
=
(e}

N
X
~

N
X
~

Speed of Processing
Average Payment PErOT iN DaysS. .........uiiiiiiiiiee e ettt e ettt e e sttt e e e s n et e e e s neeeeeeennsaeeeeaneeeeeaannaeeeeeannaeeeeeanneneeeeanneeeeeeanneees
AVETAgE INVENTOIY IN DAYS. .. .. eiiiieiiiiie ettt e et e e ettt e e e s a et e e e aneeeeeeeenseeeeeeamsaeeeennseeeeeennseeeeeanseeeeeeanseeeeeaannsneeeaannneeeenanns
Average Claims Inventory as a Percent of Total Claims ProCeSSEa.........cuuuiiiiiiiiiiiiiiee et e e e

N
=
©

N
=
©

N
=
©

Percent of Claims Processed Within the Following Days of Receipt:

N
=
©

N
=
©

N
=
©

N
=
©

N
=
©

Timing of Claims Payment
Average Days Incurred 10 RECEIPE OF ClaiMi.........oiiiiiiiiiie ettt e e e s e e e ene et e e e e teeeeeeanneeeeeeanneeeeeeanneeeeannns
Average Days Receipt of Claim t0 Payment APPrOVEd............oii ittt e e e e e s e e e e s e e e s s nneeeeeennneeeens
Average Days Payment Approved 10 PayMeENt....... ..o it e et e et e e e e et e e e s e e e e enee e e e e enaeeeeennneees
Average Days INCUIMTEd 10 PAYMENL.........ooi i e e e e e et e e e s ettt e e e e ne et e e e eaeeeeeaannaeeeeeannaeeeeeenseeeeeeanneeeeeennnees

N
N
o

N
N
o

N
N
o

N
N
o

N
N
o

(@3 =110 S U T4 1N 4 T8 o R T = 172 1 SRS

Quality
[0 o] | =T o B = Lo VA =T oY o |
[ CT L= o103V o B [ = Lo VA =T o7 =Y o | O

N
N
o

N
N
o

N
N
-

Interest Paid per Claim PrOCESSEA. ........ooi i et e ettt e e ettt e e st e e e e st e e e e aan et e e e enneeeeeanneeeeeaanneeeeesanneeeeeeanseeeeeeanneneeeaanneees
Interest Paid as a Percent of Total Health BENETItS...........uuiiiiiiiiii e e e e e e e e e e e naaaaeeeeees

N
N
-

COB and Subrogation
COB and Subrogation Recoveries Per Dollar 0f COB COSt.......cociiiiiiiiiiiiiie et e e e e e s e e e s enee e e e e eneeeeeennneeees
COB and Subrogation Recoveries as a Percent of Health Benefits, Plus Recoveries....
Net Recoveries as a Percent of Health Benefits, PIuS RECOVEIES.........ccciiiiiiiiiiii e

N
N
N

N
N
N

N
N
w
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Tab 8

Information Systems

Metric Page Definition Calculation
Information Systems Cost Summary
LI €= L =S = S T I S 231
x 1S Costs per Total FTE........cccccvveiiiieeeeee. 231
= IS Costs per ISFTE......ccccceeeneen 231
x IS FTEs per 10,000 Members..... 231
R O 151 8 o =T a1V =T g1 o =Y o= /T o 1 S 231
Effect of IS Allocated by Supported Functional Area
IS After Allocation as a Percent of Total IS 231
X Total ISPMPM....ccooiiiiiiiiniiieie e 231
= IS Costs PMPM, After Allocation 231
x Non-IS Costs PMPM, After Allocation.......................... 231
= Total AdMINISIrative COSE PIMPIM........eeeiiii ettt e e e e e e e e e — et e e e eeaeeea e asassaaeeeeeeaaaeeeasaaanssssssasaaaaaaaeaaeaaans 231
Internal vs. Outsourced FTE Costs
Internal IS EXpenses per INtErNal FTE....... ..ot e e et e e e e et e e e st e e e e s ntee e e e e nsaeeeeeannneeeeeannneeeeennnneeeenn 232
Outsourced IS Expenses per OUISOUICEA FTE....... .o et e e e st e e e et e e e e eae e e e e s eeeeeennneeeeeennaeeeeennnnees 232
Staffing vs. Non-Labor
Information Systems Total Non-Staffing Costs per TOtal FTE........ccc.uiiiiiiiee e e e e e e e e e e e e s nnneees 232
+ Information Systems Total Staffing Costs per Total FTE 232
= Information Systems Total Costs per Total FTE................ 232
x Information Systems Total FTEs per 10,000 Members 232
= Information Systems Cost per Member per MONTN..........ooo e s e e e e e e e e e e e e e nneeeeeas 232
Percent of Information Systems Costs that are Staffing............ooo e 232
Percent of Information Systems Costs that are Non-Staffing 232
Percent of Information Systems Costs that are QULSOUICEM.............ueiiiiiiiie e e e e e enneees 232
Percent of Information Systems Staffing that is OUISOUICEA. ... e 232
Total Information Systems Costs, Natural Accounting Categories
Per Member Per Month
(a) Internal Employees, Including Travel and Training 233
(b) Outsourced Employees and Contractors..............ccceenne. 233
(C) ConsSUIANTES.......cceiiiiiieeeeee e 233
(d) Hardware Depreciation and Maintenance 233
(e) Software Amortization and Maintenance.......... 233
(f) Other Information Systems.........cccocceriiiiiiiiie e, 233
Total INfOrmMation SYSIEMS EXPENSES. ...ccci ittt e et e e e ee e e e s st e e e e s neeeeeaanseeeeeanaeeeaansaeeeeaannseeeeaanneeeaeaannneeeennnnes 233
Percent of Premium Equivalents
(a) Internal Employees, Including Travel and Training 233
(b) Outsourced Employees and Contractors............c.ccceen.e. 233
(C) ConsSUIANES.......cceiiiiee e 233
(d) Hardware Depreciation and Maintenance 233
(e) Software Amortization and Maintenance.......... 233
(f) Other Information Systems..........coooceiiiiiiiie e, 233
Total INfOrmMation SYSIEMS EXPENSES. ...ccciiiiiiieeiiiiiee e et e et e e e ee e e e sttt eeeeaneeeeeaanseeeeeaneeeeaansaeeeeaannseeeeaanneeeaesannneeeennnnes 233
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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.........c...ccccceveenneen.

(03 T 0o =101 =1 o1 £ S
(d) Hardware Depreciation and Maintenance
(
(

e) Software Amortization and Maintenance
f) Other Information Systems........ccccoccoiviiiiiieeenineen.
Total INfOrmMation SYSIEMS EXPENSES....ccciiiiiiieiiiiiiee ettt e et e e et e e e e et e e e e e ane et e e aanseeeeeasaeeeaansaeeeeaannseeeeaanneeeaesannneeeennnnes

Total Information Systems Costs, Functional Areas
Per Member Per Month
B E= ) IO o T=T =T 110 TS3R= 1o o IR TN ] o o] o SRS

(1) Voice and Data Network

(024 2= €= T 7 =1 | (= S

S I8 =L 11 TS =T o S

[T =TT S o] o TS Y o7 =TS
(5) Help DesK...cooevveeeeeeeeeeeeee e
(
(
(

6) Storage and Capacity Management
7) Business Continuity Planning (BCP) and Disaster Recovery (DR)
LS T =T P

B (o) Y o) o1 To= Y i To T TSR AV F= Y] (=Y g E= T o7 OSSN
11 (c) Applications Acquisition and DEVEIOPIMENT...........ooi it e et e e e e e e e ee e e e e e e e e e nee e e e e aanneeeeeaannneeees
) Project Management Office and SUPPOIt (PIMO).........oiiiiiieiiee et e st e e e e e e e e e e e e e s e e e e snneeeeeenaeeeeennn,

Percent of Premium Equivalents
B E= ) IO o T=1 =T 110 TS 3= 10 o IR TU ] o o] o SRS
(1) Voice and Data Network
(024 1= €= T 7 =1 o (= SO
(3) Engineering................
[T =TT S 0] o TS Y o =TSR
(5) Help DesK...ooveveeeeeeeeeeeeieee e
(
(
(

6) Storage and Capacity Management
7) Business Continuity Planning (BCP) and Disaster RECOVErY (DR).......coouuiiiiiiiiie e e e
LS T =T P

Page

N
w
w

N
w
w

N
w
w

N
w
w

N
w
w

N
w
w

N
w
w

234
234
234
234
234
234
234
234
234

234
234
234
234
234
234

234
234
234
234
234
234
234
234
234

234
234
234
234
234

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
=) IO o T=T =T 110 ES3R= 10 o IR TN ] o o] o SRS
(G Y4 (7= 3= 1 o I = =T =Y 4o OSSP
(023 2= €= T 7 =1 | (= SRR
(€)1 =L e L1 T=T=T o o RS e ————
(4) Desktop Services............ ettt eeeeeaeteeee e —eeee e e —eeee e e e eeeaanneeeeeanneeas
53 T L= o=
(
(
(

N
w
a

N
w
a

N
w
a

N
w
a

N
w
a

N
w
a

N
w
a

6) Storage and Capacity Man@gEMENL............iii i e st e e e et e e e st e e e e e s eeeeeaneeeeeaanneeeeeeanseeeeeenneeeeeeennneneeean
7) Business Continuity Planning (BCP) and Disaster RECOVErY (DR).......coiuuiiiiiiiiie e e e e
8) Other
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Capabilities of Hardware
Utilization
Average Utilization for ProCesSOrs, 24/7 CapacCity.........cueeiruuereeiiiieeeeeiiee e sttt e e e see e e e st e e e st e e e snaeeeeeannseeeeeaanseeeeeaanseeeeeannnneaes
Average Ultilization for Processors, Prime Shift
Peak Utilization for Processors, Prime Shift............oo ettt

N
w
(e}

N
w
(e}

N
w
(e}

Data Center Storage Capacity
LI €= LI =T =1 o) V4 (=PSRRI
Terabytes per 10,000 MEMDETS..........ooii et ettt e et e e e e st e e e e e e e e s aateeeeeaaneeeeeeaanneneeeaanneeeeanaeeeeeanseneeeanseeeeeannseeeesannnenaens

N
w
(e}

N
w
(e}

Internal Help Desk
AvErage SPEEd t0 ANSWET, SECONUS. ........uiiieiiiiiieeeiiiee e e eeee e e sttt eeeaaaeeeeeaaaeeeeeeaaneeeeeeaanteteeeaanseeeeenaeeeeeasaneeesansaeeeeeannseeeeaannneeeeeanns
Call Abandonment Rate........................
Average Handle Time, Seconds
First Call Resolution Rate..................
=Yy =T o TS Tz L= ) e (oM 0 PSRN

N
w
(e}

N
w
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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

Internal Help Desk, continued
Percent of Total Inquiries ReqUINNG ESCAIAtION...........coii it e se e e e e e e e e e e e e e sneeeeeaanneeeeeanns

LI ] t= L ol =S =T T 1= el I =SS
Helpdesk FTES per 10,000 MEMIDEIS. ... it eeeee e e ee e e e sttt e e e ettt e e e e mte e e e e aaneeeeeeaans e e e e enseeeeannseeeeaamnseeeeeannneeeesannneeeeennneeeeens

Desktop Management SOftWare @and VENAOTS.........cooo ittt e e e e e e et e e e e ste e e e ane e e e e anneeeeeanneeaeeanneeeens

IT Project and Development Costs
Projects per 10,000 Members
Total Projects Worked On, but NOt COMPIETIEA. .......ooo it e e e e e et e e e e st e e e e s nn e e e e anneeeeeanneeeas
Total Projects Completed
10} €= 1IN (0] =Y o2 SO

Projects per Information Systems FTE
Total Projects Worked On, but NOt COMPIETIEA. .......oooeiiiie e e et e e et e e e e et e e e e s ann e e e e anneeeeeenneeees
Total Projects Completed
Total Projects

Average Development HOUIS PEI PrOJECL.......oooi ittt e e e e e st e e e et e e e st e e e e e ne e e e e e anneeeeeannneeeesannneeeens
Average Development HOUIS PEI IS FTE..... oo ittt e et e e e et e e e et e e e eane e e ennt e e e e e anne e e e e aannneeeesannneeeeeanneeeeens

Project Spend
(07T o] ¢=1174=To IST o<1 g To I o =T gl o] €= 1 N =l (] =T o S

Expensed Spend per Total Project
L] t= 1R o T=Ta T I o T=T ] €= 1IN e 1Y o S

Core Systems
Y o] o171 (o] 0 -3 o)V L o2 T o OSSPSR

Availability
System AVAIIDIIITY = 24 / 7 AVEIAQE.... ..o e ettt ettt e e e et e e ettt e e e e e eeee e e s e eeeeaae e e e e aneaneeeeanteeeeaanreeeeeanreeeeeanneeean
Time to ReSOIVE CritiCal OULAGE, HOUTS... ..o ittt e e e e e e e ettt e e e et e e e saneeeeeeanneeeeeeensaeeeeeannseeeeaanneeeeeans

Production Job Cost Summary
Production JObs per 1,000 MEMDETS..........cooi i e e ettt e e et e e e et e e e e st e e e e anteeeeeaanneeeeenseeaesanseeeesannsneeeeanneneeeeanneneeans
Members per IS FTE........ccccooviiveriee.

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

Production and Test Jobs
Daily Production Jobs per 10,000 MEMDETS..........co it e et e e et e e et e e e e et e e e e s amaeaeeeneeeeeeennseeeeeanneeeeeeannneeeeans

Yearly Claims Processed per Daily ProdUCioN JOD............ooi it e e e e e st e e e e ee e
Yearly Enroliment Transactions Processed per Daily Production JOD.............oiiiiiiiiieiiiiee e
Yearly Member and Provider Inquiries Processed per Daily Production JOD..........c..ooiiiiiiiiiiii e
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Definition Calculation
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Larger Plans Tab 8. Information Systems

Information Systems

Metric Page Definition Calculation

Core Systems, continued
Production and Test Jobs, continued

Percent of Total Production JODS RUN DY ..........eoiiiiiiiieiiiee ettt e e et e et e e e e n e e e e s nn e e e e anneeeeeenneeeas 244
Production Jobs as a Percent of TOtal JODS...........uuiiiiiiiiiiii e e e e e e e e e e e e eaeeeaaeeas 244
Daily Test JODS per 10,000 MEMIDEIS. ..o iiiieeeiiiiee e e e e et e e et eee s e e ee e e e s et e e e aanneeeeeaanseee s e naeeeeeanseeeeeanseeeeeanneeaeeanneeens 244
Percent of Total Test JODS RUN DaAilY........ooiiiiiiieiiie et e e e et e e e et e e e et e e e s nee e e e s anneeeeeeanseeeeesannseeeeaannneeeeann 244
Test JObs as @ Percent Of TOTAl JODS........ooooiiiiieeeee ettt e et e e e e e e e e e e e b e e e eeeaaaeeeeeaesenasssssasaneaeeaeeeas 244
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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

Corporate Services Function

Corporate Services Cost Summary
Total FTES per Corporate SEIVICE FTES.........uuiiiiiiiiie ettt et e e e ettt e e e e e e e e etteeeeeateeeeasssaeeaessssseaasanssaneeeannsnneeans
Corporate Services Costs PEI TOtAI FTE.........coiiiiiiiiiiee ettt e ettt e e e e e e s s e e e e s easseeeessaeeesanssaeeesannsaeeeaannseeas
Cost of Corporate Services per FTE.........ccccoocviveeiiiiee e et ree e e ——eeeaa———aeaa——aaaeaan
Corporate Services FTEs per 10,000 Members......
Corporate Services Cost per Member PEF MONN.........coiiiiii et e e et e e e e e e e e saaa e e e e e sssaeeessesraeeeeenssaeeeaas

Staffing vs. Non-Labor
Corporate Services Function Total Non-Labor Cost per Total FTE...........coooiiiiiii it
Corporate Services Function Total Staffing Costs per Total FTE.........cooiiiiiiiiiie e
Corporate Services Function Total Costs per TOtal FTE.........c..uiiiiiiiiie ettt e et e e e e e e e e enraeeeeeessaeeeenns
Corporate Services Function Total FTEs per 10,000 Members
Corporate Services Function Cost per Member per MONth..............oooiiiiii e e e e e e e as

Percent of Corporate Services Function Costs that are Staffing...........ccooiiiii e
Percent of Corporate Services Function Costs that are NON-Labor..............cccuuiiiiiiiiiiiece e

Percent of Corporate Services Function Costs that are OULSOUICET...............oiiiiiiiiii i e e
Percent of Corporate Services Function Staffing that is OULSOUICEd...........ocuiiiiiiiiii e

Human Resources

Span of Control
Middle Management to TOP MaN@QEMENL........co i it e et e e e et e e e ettt e e e e ab et e e e aan e e e e aaanneeeenanee

Managers to Middle Management
Supervisors to Managers
Y=Y (o RS U o1 AV [T = SRS

Total Employees 10 TOP MaNAGEMIENL.......co i ittt e e ettt e e e at e e e e e a et e e e e ne e e e s ebbeeeesanneeeeaas
Employees Other than Top Management to TOp ManagemeENnt...........c.oooiiii it
Middle Management, Managers and SUPEIVISOIS t0 TOP.....cciuuiiiuuieiiieeiteeaieeeeteearieeesteeesteeesbeeasbeeessbeeeanbesanseeaabeeasseeesaneeaanseean
Staff to Middle Management, Managers @nd SUPEIVISOIS. ........ciiuiiiiiee et iiee ettt eiee et e e bt e saee e s be e e ateeesbeesbeeasaeeeabeeesaneeenneeans

Page

253
253
253

253
253

253
253
253
253
253

253
253

253
253

254
254
254
254

254
254
254
254

Definition Calculation
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Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation

Human Resources, continued

EEO-1 Job Categories as a Percent of Total Employees

1= =T T - TS 254
[l 0] (=TT T (o] o F= | TP TSP PP PPPPPP 254
Clerical.......uveeeeiiieeeeeeeeeeeceeeeee e eeeeeeeeeeeeeeaaeeeaereeeereaaaaaeeaaaaaaaannana e —————— 254
Technical.........ccccciiiiiiiiieeeeeeeeceeee e heteeeeeeeeeeeeeeeeeessseseseeeeeeeeeeeeeiaereeseteeeeeeeeeaaaaaaaarra—raaaaaaaeeaaaaaans 254
SAIES WOTKET ...ttt e e e e e e e e e e e e e e e e e e e e e e e e eaannnnns 254
SEIVICE WOTKET ...ttt e e e e e e e e e e e e e e e e e e ennnnnes 254
(=] oTo] =T SO P PP UPPPPRRRRRRRRPIOt 254
Craft Worker........oooveeeieeiiiiieeeeeeeeee, eee——— 254
Operatives Worker........ e h—teeeeeeeeeeeeeeeeeeaseeeeeeeeeaaaeeeaaaaaaaaartraaaaaaaaaaaaaans 254
LI} t= LN =1 ] o] oY== R 254
Turnover
Recruitment Costs and Frequencies
L L= =Y T 0100 I =SS 255
External Hires / 1,000 FTEs 255
Internal Hires/1,000 FTEs............ 255
External Hires Percent TOTal HIrES..........uuuiiiiiiiiiieei ettt e e e e e e e e e e e e ee e e e e e e e e s e asstsaaeseaaaaaaeaeaeaanssnnnnnnes 255
Internal Hires Percent TOLal HIrES...........uuuiiiiiiiiiiie ettt e e e e e e e e e e ae e e e e e e e e e s e e aasssaaseeaaaaeeeeaeaeannnnnnnns 255
F T =T T I O 1] B =T o 1 TSRS 255
Cost per External Hire 255
Cost per Internal Hire 255
[0 E= YL (o B | R q (=T 4 = =SSOSR 255
Days t0 Fill, INTEINAI HIFES......cee ettt e et e e e et e e e et e e e e a e e e emteeeeeaanneneeeaannseeeeanneeeeeennneeeeeennnneeeean 255
Employee Separations
Total Separations Per 1,000 FTES....... ..ot e e e e e e e st ee e e ns e e e e e neeeeeenneeeeeaannseeeeaannaeeeesannneeeeennneneeeans 255
Voluntary Separations per 1,000 FTEs................. 255
Involuntary Separations per 1,000 FTEs 255
Retirements per 1,000 FTES........cccceeviiieeeeinnen. 255
Other Separations per 1,000 FTEs 255
Voluntary Separations Percent Of TOAL..........c.eiiiiiii et e e e e st e e e s e e e e s e e e e e neeeeeeennteeeeeannnnees 255
Involuntary Separations Percent of Total 255
Retirements Percent of Total...................... 255
Other Separations Percent of Total 255
TOLAI TUINMOVET ...ttt e e e e e et e ettt e e et e eeeee e e e e e e e aaassaseeeeeeeeaeeeeeeeasssaaeeaeaaaeeeeaaaanssssssasseaaaaaeeesaeeannnssnnnes 255
(R (=1 0111 o OSSP E PP PRSP SRUOOPPPPP 255

éﬁg COPYRIGHT © 2020 SHERLOCK COMPANY. ALL RIGHTS RESERVED. CONFIDENTIAL AND TRADE SECRETS. 246



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 WOTK DaYS. .......oouuiiieiiiiie et ettt e e et e e st e e e e amnee e e e sseeeeeeanseeeeeanneeeeeaanneeaenannes
Missed Days as @ Percent Of WOIK DAYS. .......coouuiiieiiiiieeeaiie e te e e ettt e e e st e e e ettt e e s amne e e e e anneeeeenneeeeeeanseeeeeanneeeeeannneeaesannes

N
(o)}
(e}

N
(o)}
(e}

N
(o)}
(e}

FMLA Days as a Percent Of MISSEA Days..........ouoiiiiiiiiiiiiiie et see e et e e et e e e et e e e e et e e e e s nae e e s ennaeeeeeensaeeeeeaneeeeesannneees
Short Term Disability as @ Percent of MiSSEA DAYS.........cuuiiiiiiiiie et e s e e e et e e e s s e e e sneeeeeeenneeeeeeanneeeeeeannneees
Workers Comp Days as a Percent of Missed Days
Other Days Missed as a Percent of Missed Days

Total Missed Days as a Percent of MiSSEA DAyS........ccooiiuiiiiiiiiie e ee et e e et e e e e st e e e st eeeeeneeeeesanseeeeeeaneees

N
(o)}
(e}

N
[6)}
(e}

N
(o)}
(e}

N
[6)}
(e}

Per FTE
[ Y LR Y= 1 =1 o] L= (o B Ao o =Y ISR
LI YL AT o 4 o N o =Y IS

N
[6)}
(e}

N
(o)}
(e}

N
(o)}
(e}

FMLA days per FTE.......ccoccoevevviiieeeees
Short Term Disability Days per FTE..
Workers Comp days per FTE............
Other days Missed per FTE...............

Total Days Missed per FTE

N
(o)}
(e}

N
(o)}
(e}

N
(o)}
(e}

N
(o)}
(e}

PTO
PTO Days Based on Years of Employment
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o1
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)
o1
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)
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o1
~

)
o1
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o1
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o1
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o1
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o1
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o1
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o1
~

)
o1
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o1
~

)
o1
~

)
o1
N

Does your plan Offer @ PTO SYSIEM ... .ottt e e e st e e e e st e e e e s s e e e e anseeeeeeaseeeeeansaeeeeanneeaeeanseeeeeananneeeann:
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Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation

Human Resources, continued

Teleworking
Percent of FTEs
That AIWays WOTK @t HOMIE...... ..ottt e et e e ettt e e e ettt e e e e n et e e e e s ee e e e neeeee e e neeeeeeaannseeeeanneeeeeannneeeennnnees 258
LI 2= [ =Y SRS 258
[ o o] L (o T = 1= o P 258
Eligible to Telework that Always Work from Home 258
Eligible t0 TeleWork that "HOLEI"........ ... et e e et e e e et e e e e s ntee e e e st e e e enaeeeeeenseeeeseneeeeeeannneeeeeannns 258
Human Resources Cost Summary
L | O] €= =Y I =1 IR 259
Total FTEs per HR FTE 259
HR Costs per HR FTE........ccceeeenes 259
HR FTEs per 10,000 Members...... 259
HR Cost per Member per Month 259
Staffing vs. Non-Labor
Human Resources Non-Labor Costs per Human Resources FTE...... 259
Human Resources Staffing Costs per Human Resources FTE........ 259
Human Resources Costs per Human Resources FTE................. 259
Human Resources FTEs per 10,000 Members 259
(070153 o= 1Y L= 4 g1 o= gl o= 1V o o1 o R 259
Percent of Human Resources Costs that are NON-Labor.................uiiiiiiiii e e 259
Percent of Human Resources Costs that are Staffing.........ccuoiiiiiiiii e 259
Percent of Human Resources Costs that are OQULSOUICEA..............oiiiiiiiiiiiieee e e e e e e e e e e e, 259
Percent of Staff that IS QULSOUICE..........ooiii it e e e et et e e e e e s e e asaaaeeeeaaaaeeeeaaaeannssaaasreeeeeeeeenas 259
Employee Tenure
Percent of Employees With Less Than One Year Of TENUIE..........ooi it e e e e e e e e e e e e e e anneees 260
Percent of Employees With One to Five Years of Tenure.............. 262
Percent of Employees With Six to Ten Years of Tenure............. 264
Percent of Employees With More Than Ten Years of Tenure.... 266
Average EmPIOYEe DUFAtION IN YEAIS. ........ueiiiiiiiiiieeieieiee st e e e et e e e et e e e e sttt e e e e e ne e e e e aans e eeeeaanseee e e saneeeeanseneeeanseeeeeannneeeeennnnens 268
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Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Legal
Staffing vs. Non-Labor
Legal Non-Labor Cost per Legal FTE...... ... ittt e e e ettt e e s et e e e e e st e e en et e e e eneeeeeeenneeeeeeanneeneeeanneeeeannn 270
+  Legal Staffing CostS PEr LEGaAl FTE..... ..o it e e et e e e ettt e e e e nee e e e e aanseeeeeaaeeeeeennaneeeeanneeeeeaannseeeesannseeeeeannneeens 270
T =Y F= L 0 0 1= 3 o LY I =Y =Nl I SRS 270
x  Legal FTEs per 10,000 Members 270
ST 7 153 8 o 1= Y =Y o1 o= gl =Y 1 o o1 o PSSR 270
Percent of Legal Costs that @are NON-Labor............. ittt e e e et e e e st e e s et e e e s enaeeeeeeneeeeeean 270
Percent of Legal Costs that are Staffing..........cooi i e et e e e s e e e e st e e e e s e e e e nnnneeeenennee 270
Percent of Legal Costs that @are OULSOUICEA. ............iiiiiiiiie et e et e e e et e e e et e e e et e e e s annneeeeennneeeeesenneneeeenn, 270
Percent of Legal Staff that is OUISOUICEA. .........co it e e e e et e e e s e e e e e e ante e e e aanneeeeeeannneeeenannee 270
Facilities
Facilities Cost Summary
L= e 1 ([ TSR @0 1S3 3 o=t o] = | N =SS 271
x  Total FTEs per Facilities FTE.... 271
= Facilities Costs per Facilities FTE.................... 271
x  Facilities FTEs per 10,0000 Members................. 271
= Facilities Costs per Member per Month 271
L= e 1 (LTS ol I =E T oYY o) = I =SSP 271
x  Total Usable Square Feet per Facilities FTEs 271
= Total Usable Square Feet per Total FTEs........... 271
x  Facilities Cost per Total Usable Square Feet.. 271
= Facilities Costs per Total FTES.........ccccceevvveeeenn. 271
x  Total FTEs per 10,000 Members...........cccceeeennee 271
= Facilities cost per Member per Month 271
Staffing vs. Non-Labor
Total Non-Staffing Costs Per TOTAl FTE........ooo it e e et e e e et e e e s e e e s et e e e e aneeeeeaannneeeeeanneeeeeanneeeens 271
+  Total Staffing CostS PEr TOTAI FTE..... ..ottt e e et e e e et e e e s n et e e s st e e e e aanneeeeeeannneeeeeannnneeesanseneeeennnnes 271
LI L €= I 70 T3 (31 o1 gl o] ¢= | N o =SS 271
x  Total FTEs per 10,000 Members 271
T 7 153 8 1= Y (=Y 4o o= gl =Y 1 o o1 o PSR 271
Percent of Facilities Costs that are Staffing...........ooo i e e e e e e et e e e s et e e e e anneeeeaans 271
Percent of Facilities Costs that @re NON-Labor..............coooiiiiiie e e e e e e e e e e e et eaeaeaeeeeeeeeennnaes 271
Percent of Facilities Costs that @are OUISOUICET...............uuiiiiiiiiiiii et e e e e e e e eeaaeaeeeaeeesennnnnnnneees 271
Percent of Facilities Staff that is OUISOUICEA. ..............uiiiiiiiiie e e e e e e e e e e e e e et e e eeeaaeeeas 271
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Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Facilities, continued

Square Footage of Facilities

N
~
N

N
~
N

N
~
N

N
~
N

N
~
N

Usable Square Footage by Type
PEICENT OWNEA. ... ettt e e e e oo e e e e et ee et e eeeeeee e e e e e e e assaaaaeeeeeeeeee e e ssasssseeeeeaaaeeeeesaaannsssssanneeeaeeeens
PEICENT LEASEM.......ooiiiiiiiiii ittt e e e e e e e e e e e e et et e eeeeeeeeeeeeaasassaeeeeeeeee e aaassaaeneeaaaaeeeeaaaaannnaraaneeeaaeaans

N
~
N

N
~
N

N
~
N

Usable Square Feet as a Percent of GrosSs SQUAre FEEL..........uuiiiiiiiiiiei e e e e e e e nnneeas

Gross Square Footage by Type
Percent Owned
Percent Leased

N
~
N

N
~
N

Total Facilities Costs per Square Foot

N
~
N

N
~
N

Facilities Costs by Type
Per Member Per Month

_|
o)

=3
L
)
~
N

(a)Rent.....cccuveeeens
(b) Depreciation
(0 B (= L T | =g T I 1= (PSSR
(d) Security.....cccceeeviieenenne

(e) Maintenance
(
(

N
~
N

N
~
N

N
~
N

N
~
N

N
~
N

N
~
N

f) Leasehold Improvements .............................................
[ ) 2 L 23 T SN

N
~
N

Percent of Premiums and Equivalents

N
~
N

N
~
N

N
~
N

N
~
N

N
~
N

N
~
N

N
~
N

N
~
N

}Q{ COPYRIGHT © 2020 SHERLOCK COMPANY. ALL RIGHTS RESERVED. CONFIDENTIAL AND TRADE SECRETS. 250



Larger Plans Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation

Printing and Mailroom

Mail Volume
Incoming Mail Volume per Member 273
Outgoing Mail Volume per Member.... 273
Total Mail VOIUME PEI IMEMDET . ... ettt e e e e ettt e e e ettt e e e s me e e e e eamnt e e e e e aeeeeseneeeeeeanseeeeeaanneeeeeannnneeeeannes 273
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Tab 10
Risk Adjustment

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

risk adjustment, transitional reinsurance and transitional risk corridors.

Metric

Risk Adjustment Cost Summary
Chart Reviews per 1,000 Members
Members per FTE........ccccvvviiieeieeee
Chart Reviews per FTE per Year.
Cost per Chart Review.................
Costs per FTE.......ccceeeeiveeeeee.
FTEs per 10,000 Members........
Costs per Member per Month

Staffing vs. Non-Labor - Risk Adjustment
Risk Adjustment Non-Labor Cost per Total FTE...........
Risk Adjustment Total Staffing Costs per Total FTE
Risk Adjustment Total Costs per Total FTE...........ccccceevneeeee.
Risk Adjustment Total FTES per 10,000 IMEMDETS.........coiiuiiiiiiiiiiie ittt et e et e e sab e e s bt e e ssee e beeesabeeaanbeesnbeeessneesneaeanne
Risk Adjustment Cost per Member Per MONTN.............ooii e e e e e e e e e e e et e e e s ennee e e e e anneeeeeaanneeeeeaans

Percent of Risk Adjustment Costs that are STaffing..........ooueriiiiii e e e e s s e e nes
Percent of Risk Adjustment Costs that @re NON-LabOr..........coouiiiiie ettt st e bt e e snee e e eaeeeeanes

Percent of Risk Adjustment Costs that are OUISOUICEA............ooiuiiiiiii ettt e e eae e e b e e naeea s
Percent of Risk Adjustment Staffing that is OUISOUICEd.............oooiiiiiii e e e e e e e eneeeee s

Number of Chart Reviews
Per 1,000 Members
Internal

Percent of Charts Subject to Multiple Passes
Internal

Page

277

277

277

277

277

277
277

277

277

277
277
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Definition Calculation
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Larger Plans Tab 10. Risk Adjustment

Risk Adjustment

Metric Page Definition Calculation

Risk Adjustment Staffing
Risk Adjustment Staffing FTEs per 10,000 Members
EMPIOYEES REVIEWING CRAITS. ...ttt e e e e e e e e et e e e e nte e e e e eameeeeeanseeeeeansaeeeesanseeeeeeanneeeeeaannneeeeanns 283
Other Risk Adjustment Employees
LI =1 T OO TSP P PR PPPRUPPRPPRINt 284

Percent of Risk Adjustment Staffing
L= 40T 0] [0TSR oAV Lo YT To T o F= T (N 284
Other Risk Adjustment Employees

LI =T OO TP P PR PPPTRUPPRPPRINt 285

Revenue Yields and Returns
Risk Score Improvement Percentage
1) (=T o= | OO PPUPP TP 286
(O 0] ETo 10 o= FU SRS 286

Dollar Reimbursement Yield
PMPY
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