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TAB 2.  SUMMARY OF OPERATIONAL METRICS ANALYSES
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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

Competitive Environment
Percentage Point Change in Mix of Membership, by Product 19
Sum of Absolute Values of Percentage Point Changes in Product Mix 20

Growth and Components
Sources of Membership Growth, by Product

Percent Change in Number of Groups 21
x Percent Change in Average Group Size 22
= Percent Change in Number of Group Members 23
+ Percent Change in Number of Individual Members 24
= Percent Change in Number of Total Members 25

Note: Individual Membership Increase as Percent of Total Increase or Decrease 26

Sources of Group Growth, by Product
Percent Change Due to New Groups 27

+ Percent Change Due to Groups Lost 28
= Percent Change in Groups 29

Note: Group Persistency Rate 30
Note: Average Duration of Groups, Years 31

Sources of Membership Growth, by Product
Membership Increase Due to Group Members 32

+ Membership Change Due to Individual Member Changes 33
= Total Membership Percent Growth 34

Note: Total Member Persistency Rate 35
Note: Group Member Persistency Rate 36

Sources of Group Membership Growth, by Product
Membership Increase due to New Groups 37

+ Membership Decrease due to Lost Groups 38
+ Membership Growth Within Groups, Net 39
= Total Growth in Group Membership 40

Note: Group Member Persistency Rate 41
Note: Average Duration of Group Membership, Years 42
Note: Growth Within Retained Groups 43

Membership and Group Size
Percent of Members in Segment, by Product

Individual 44
Small Group 45
Middle Market 46
Large Group 47

Percent of Members in Segment, by Product
Individual 48
Small Group 49
Middle Market 50
Large Group 51
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Sales and Marketing, continued

Metric Page

Membership and Group Size, continued
Average Group Size, in Members, by Product

Individual Contracts 52
Small Group 53
Middle Market 54
Large Group 55
Large and Middle Group 56
Total, Including Individual 57

Note: Average Group Size This Year, Unsegmented, Excluding Individuals 58
Note: Average Size Last Year, Unsegmented, Excluding Individuals 59

Quote Activity, All Distribution Systems
Internal and Broker Final Quotes, Per Group, by Product 60

Productivity
Quotes per Group Sold, by Product 61

Broker Distribution System: Importance and Characteristics
Percent of Members Sold Through Brokers, by Product

Individual 62
Small Group 63
Middle Market 64
Large Group 65
Total, Including Individual 66

Percent of Groups Sold Through Brokers, by Product
Individual Contracts 67
Small Group 68
Middle Market 69
Large Group 70
Total, Including Individual 71

Average Size of Broker Groups, in Members, by Product
Individual Contracts 72
Small Group 73
Middle Market 74
Large Group 75
Total, Including Individual 76

Percent of Members Sold Through Brokers that are New, by Product
Individual 77
Small Group 78
Middle Market 79
Large Group 80
Total, Including Individual 81
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Sales and Marketing, continued

Metric Page

Broker Distribution System: Importance and Characteristics, continued
Percent of Groups Sold Through Brokers that are New, by Product

Individual Contracts 82
Small Group 83
Middle Market 84
Large Group 85
Total, Including Individual 86

Average Duration of Broker Members, by Segment and Product, in Years
Individual 87
Small Group 88
Middle Market 89
Large Group 90
Total, Including Individual 91

Average Size of New Broker Groups, in Members, by Product
Individual Contracts 92
Small Group 93
Middle Market 94
Large Group 95
Total, Including Individual 96

Percent of Broker Members in Segment, by Product
Individual 97
Small Group 98
Middle Market 99
Large Group 100

Broker Distribution System: Structure and Productivity
Quotes for Brokers, by Product

Percent of Final Quotes that are Made by Brokers 101

Productivity, by Product
Total Broker Quotes per Group 102
Close to Quote Ratio, All Broker Business 103

Broker Distribution System: Compensation
Indicated Commission Costs, by Product

Broker Commissions per Broker Member per Month 104
Broker Commissions as a Percent of Broker Premium Equivalents 105
Broker Commissions Excluding Overrides and Bonuses per Broker Member per Month 106
Broker Commissions Excluding Overrides and Bonuses as a Percent of Broker Premium Equivalents 107

Indicated Commission Costs, by Segment
Broker Commissions (external) per Broker Member per Month 108
Broker Commissions (external) as a Percent of Broker Premiums & Equivalents 108

Broker Overrides and Bonuses, by Product
Broker Overrides and Bonuses per Broker Member per Month 109
Broker Overrides and Bonuses as a Percent of Total Commissions 110

Commission Costs per Broker Quote, by Product 111
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Sales and Marketing, continued

Metric Page

Internal Distribution System: Importance and Characteristics
Percent of Members Sold Internally, by Product

Individual 112
Small Group 113
Middle Market 114
Large Group 115
Total, Including Individual 116

Percent of Groups Sold Internally, by Product
Individual Contracts 117
Small Group 118
Middle Market 119
Large Group 120
Total, Including Individual 121

Average Size of Groups Sold Internally, by Product
Individual Contracts 122
Small Group 123
Middle Market 124
Large Group 125
Total, Including Individual 126

Intenally Commissionable vs. Internally Non-Commissionable, by Product
Percent of Total Member Months that are Internally Commissionable 127
Percent of Total Member Months that are Internally Non-Commissionable 128
Percent of Total Premium & Equivalents that are Internally Commissionable 129
Percent of Total Premium & Equivalents that are Internally Non-Commissionable 130

Intenally Commissionable vs. Internally Non-Commissionable, by Segment
Percent of Total Member Months that are Internally Commissionable 131
Percent of Total Member Months that are Non-Commissionable 131
Percent of Total Premium and Equivalents that are Internally Commissionable 132
Percent of Total Premium and Equivalents that are Non-Commissionable 132

Internal Distribution System: Internally Segmented Costs
Sales and Marketing Costs per Internally-Marketed Member, by Product 133
Sales and Marketing Costs per Internal Quote, by Product 134
Sales and Marketing Costs per Internally Commissionable Member, by Product 135
Sales and Marketing Costs as a Percent of Premium and Equiv. that are Internally Com., by Product 136
Sales and Marketing Costs per Internal Commissionable Member, by Segment 137
Sales and Marketing Costs as a Percent of Premium and Equiv. that are Int. Com., by Segment 137

Sales and Marketing Costs, per FTE 138
FTEs per 10,000 Non-Broker Members 138
Sales and Marketing Costs, PMPM 138

Total Distribution System
Acquisition Cost per New Enrollment, by Product 139
Rating and Underwriting per Total Member per Month, by Segment 140
Rating and Underwriting as a Percent of Total Premiums & Equivalents, by Segment 140
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Sales and Marketing, continued

Metric Page

Sales and Marketing Cost Summaries
Total Distribution System

Final Quotes, Int. and Ext., per Total Sales FTE 141
Success Rate 141
Groups Sold Per Internal FTE 141
Average Group Size 141
Members Sold per Total Sales FTE 141
Sales and Marketing Costs per Total Sales FTE 141
Sales and Marketing PMPM 141

Internal Sales Force
Final Quotes per Internal Sales Force 141
Success Rate 141
Groups Sold Per Internal FTE 141
Average Group Size, Internal 141
Members Sold per Internal Sales FTE 141
Sales and Marketing Costs per FTE 141
Sales and Marketing PMPM (Internal Members Only) 141

Rating and Underwriting
Final Quotes per R&U FTE 142
Success Rate 142
Groups per R&U FTE 142
Cost per Group 142
Cost per R&U FTE 142
R&U FTE per 10k Members 142
Cost per Member per Month 142

Labor vs. Non-Labor
Total Staffing Cost per Total FTE 142
Total Non-Staffing Costs per Total FTE 142
Total Costs per Total FTE 142
Total FTEs per 10,000 Members 142
Cost per Member per Month 142
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TAB 4. ENROLLMENT / MEMBERSHIP / BILLING

Metric Page

Enrollment Cost Summary
Transactions per Member 145
Members per FTE 145
Transactions per FTE per Year 145
Enrollment Cost per Transaction 145
Costs per FTE 145
FTE's per 10,000 Members 145
Costs per Member per Month 145

Labor vs. Non-Labor
Total StaffingCost per Total FTE 145
Total Non-Staffing Costs per Total FTE 145
Total Costs per Total FTE 145
Total FTEs per 10,000 Members 145
Cost per Member per Month 145

Electronic Transactions
Electronic Transactions as a Percent of Total, by Product 146

Enrollment Staffing Costs
Enrollment Staffing Costs per FTE 146
Staffing Costs as a Percent of Total Enrollment Costs 146

Enrollment Production FTEs
Production FTEs per 10,000 Members 146
Production FTEs as a Percent of Total Enrollment FTEs 146
Production Staffing Costs per Production FTE 146

Transactions per Year, by Product
Group Transactions per Group Per Year 147
Member Transactions per Member Per Year 147
Total Transactions per Group Per Year 148
Total Transactions per Member Per Year 148

Enrollment Processing Speed
Average Group Processing Days, by Product

a) Total 149
b) New Groups 149
c) Renewals/ Maintenance 150

Average Member Processing Days, by Product 150
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TAB 5. CUSTOMER SERVICES

Metric Page

Customer Services Cost Summary 
Manual Inquiries per Member 155
Members per FTE 155
Manual Inquiries per FTE per Year 155
Customer Service Cost per Manual Inquiry 155
Costs per FTE 155
FTE's per 10,000 Members 155
Costs per Member per Month 155

Labor vs. Non-Labor
Total Staffing Cost per Total FTE 155
Total Non-Staffing Costs per Total FTE 155
Total Costs per Total FTE 155
Total FTEs per 10,000 Members 155
Cost per Member per Month

Customer Service Pathway
Expressed PMPY, unless Otherwise Noted

Total Inquiries → Telephonic Inquiries → Manual Telephonic Inquiries → Inquiries Rec. by VRU 156

Total Inquiries → Telephonic Inquiries → Automated Telephonic Inquiries 157

Total Inquiries → Electronic Inquiries → Automated Electronic Inquiries 158

Customer Services Inquiry and Utilization
Manual Inquiries per Member per Year 159

Customer Services Cost
Cost per Total Inquiry 159
Automated Inquiries as a Percent of Total Inquiries 159
Manual Inquiries as a Percent of Total Inquiries 159

Customer Services Staffing Costs
Staffing Costs per FTE 159
Staffing Costs as a Percent of Total Costs 159

Customer Services Production FTEs
Production FTEs per 10,000 Members 159
Production FTEs as a Percent of Total Customer Services FTEs 159
Production Staffing Costs per Production FTE 159

Staffing Requirements
Inquiries per Member per Year

Total 160
Manual Calls 160
Automated Calls 160
Paper / Written 160
Manual Electronic Inquiries 160
Automated Electronic Inquiries 160
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Customer Services, continued

Metric Page

Staffing Requirements, continued
Percent of Total Inquiries

Manual Calls 161
Automated Calls 161
Paper / Written 161
Manual Electronic Inquiries 161
Automated Electronic Inquiries 161
Inquiries Completely Self-Serve / Automated 161
Phone Inquiries Received by VRU and Transferred to Representative 161
Phone Inquiries Received and Answered by Representative 161

Type of Inquiries, per Member per Year
Benefit lookup 162
Eligibility 162
Claims status 162
Primary Care Clinic Check 162
Other 162
Total Inquiries 162

Type of Inquiries as a Percent of Total Inquiries
Benefit lookup 162
Eligibility 162
Claims status 162
Primary Care Clinic Check 162
Other 162
Total Inquiries 162

Quality
Telephone Speed

Average Speed of Answer (ASA) 163
ASA Service Level, at 30 Seconds 163
Abandonment Rate 163
Percent Busy 163
Percent Transfer 163
Percent Hold 163
Handle Time in Seconds 163

Average Resolution Time
Days to Resolve Inquiries 164
Cycle Time to Close Appeals / Grievances / Complaints 164

Percentage of Appeals
Percent of Appeals Overturned 164
Percent of Appeals Upheld 164
Appeals per 10,000 Members 164
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Customer Services, continued

Metric Page
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Manual

Electronic

Auto

Answered by Rep
Manual

Received by VRU
Total Inquiries Telephonic

Auto

Paper/Written Manual

158

156

157
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TAB 6. PROVIDER NETWORK MANAGEMENT & SERVICES

Metric Page

Provider Network Management and Services Cost Summary
Members - Manual Inquiries

Manual Inquiries per Member 169
Members per FTE 169
Manual Inquiries per Provider Management FTEs per Year 169
Provider Management Cost per Manual Inquiry 169
Provider Management Costs per FTE 169
FTEs per 10,000 Members 169
Provider Management Costs per Member per Month 169

Providers - Manual Inquiries
Manual Inquiries per Provider 169
Providers per Provider Management FTE 169
Manual Inquiries per Provider Management FTE per Year 169
Provider Management Cost per Manual Inquiry 169
Provider Management Costs per FTE 169
Provider Service FTEs per 10,000 Providers 169
Provider Management Costs per Provider per Year 169

Members - Manual Inquiries
Total Inquiries per Member 170
Members per FTE 170
Total Inquiries per Provider Management FTEs per Year 170
Provider Management Cost per Total Inquiry 170
Provider Management Costs per FTE 170
FTEs per 10,000 Members 170
Provider Management Costs per Member per Month 170

Labor vs. Non-Labor
Total StaffingCost per Total FTE 170
Total Non-Staffing Costs per Total FTE 170
Total Costs per Total FTE 170
Total FTEs per 10,000 Members 170
Cost per Member per Month 170

Provider Management Pathway
Expressed PMPY, unless Otherwise Noted

Total Inquiries → Telephonic Inquiries → Manual Telephonic Inquiries → Inquiries Rec. by VRU* 171

Total Inquiries → Telephonic Inquiries → Automated Telephonic Inquiries* 172

Manual Inquiries per Member
Total Inquiries per Member per Year 173

Manual Inquiries per FTE per Year
Annual Inquiries per FTE

Total 173
Manual Calls 173
Paper / Written 173
Manual Electronic Inquiries 173
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Provider Network Management & Services, continued

Metric Page

Provider Relations Cost per Manual Inquiry
Provider Relations Cost per Manual Inquiry 173
Cost per Total Inquiry 173
Automated Inquiries as a Percent of Total Inquiries 173

Provider Network Management and Services Staffing Costs
Staffing Costs per FTE 174
Staffing Costs as a Percent of Total Costs 174

Provider Network Management and Services Production FTEs
Production FTEs per 10,000 Members 174
Production FTEs as a Percent of Total Provider Management FTEs 174
Production Staffing Cost per Production FTE 174

Inquiries, by Type
Inquiries per Member per Year

Total Inquiries 175
Manual Calls 175
Automated Calls 175
Paper / Written 175
Manual Electronic Inquiries 175

Inquiries per Provider per Year
Total Inquiries 175
Manual Calls 175
Automated Calls 175
Paper / Written 175
Manual Electronic Inquiries 175

Percent of Inquiries
Manual Calls 176
Automated Calls 176
Paper / Written 176
Manual Electronic Inquiries 176

Received by VRU and Transferred to Representative 176
Received and Answered by Representative 176
Providers per 1,000 Members 176
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Provider Network Management & Services, continued

Metric Page
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171

172

 
Manual

Electronic

Auto

Answered by Rep
Manual

Received by VRU
Total Inquiries Telephonic

Auto

Paper/Written Manual
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TAB 7. CLAIMS & ENCOUNTER CAPTURE & ADJUDICATION

Metric Page
 Claims Processing Cost Summary

Claims Processed Per Member 183
Members Per FTE 183
Claims Processed Per FTE Per Year 183
Cost per Claim Processed 183
Costs Per FTE 183
FTEs Per 10,000 Members 183
Costs Per Member Per Month 183

Claim & Encounter Capture & Adjudication Cost Summary
Labor vs. Non-Labor

Total Staffing Cost per Total FTE 183
Total Non-Staffing Costs per Total FTE 183
Total Costs per Total FTE 183
Total FTEs per 10,000 Members 183
Cost per Member per Month 183

 Manual Claims Processing Cost Summary
Claims Requiring Manual Intervention Per Member 184
Members Per FTE 184
Claims Requiring Manual Intervention Per FTE Per Year 184
Cost per Claim Requiring Manual Intervention 184
Costs Per FTE 184
FTEs Per 10,000 Members 184
Costs Per Member Per Month 184

Claims Pathways
Expressed PMPY, unless Otherwise Noted

Receipts → Adjudicated → Autoadjudicated* 185
Analysis of Pathway

Receipts per Member per Year 186
Adjudicated Claims per Member per Year 186
Adjudicated Claims as a Percent of Receipts 186
Autoadjudicated Claims per Member per Year 186
Autoadjudicated Claims as a Percent of Adjudicated Claims 186
Claims requiring Manual Intervention as a Percent of Adjudicated Claims 186
Cost per Claim Requiring Manual Intervention 186

Receipts → Paper → Imaged* 187
Analysis of Pathway

Paper Receipts per Member per Year 188
Paper Receipts as Percent of Total Receipts 188
Imaged Receipts per Member per Year 188

Receipts → Electronic Receipts → Electronic Adjudicated  → Electronic Autoadjudicated* 189
Analysis of Pathway

Electronic Receipts per Member per Year 190
Electronic Receipts as Percent  of Total Receipts 190
Electronic Adjudicated Electronic Receipts Per Member per Year 190
Adjudicated Electronic-submitted Claims as a Percent of Electronic Receipts 190
Electronic Autoadjudicated Electronic Receipts Per Member per Year 190
Autoadjudicated Electronic Claims as a Percent of Adjudicated Claims 190
Electronic Claims requiring Manual Intervention as a Percent of Adjudicated Electronic Claims 190
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Claims & Encounter Capture & Adjudication, continued

Metric Page

Claims Pathways, continued
Receipts → Paper Receipts → Paper Adjudicated → Paper Autoadjudicated* 191
Analysis of Pathway

Adjudicated Paper Claims Per Member per Year 192
Adjudicated Paper Claims as Percent  of Paper Receipts 192
Autoadjudicated Paper Receipts Per Member per Year 192
Autoadjudicated Paper Claims as a Percent  of Adjudicated Paper Claims 192
Paper Claims requiring Manual Intervention as a Percent of Adjudicated Paper Claims 192

Receipts → Adjudicated → Paid* 193
Analysis of Pathway

Paid Claims Per Member per Year 194
Percent of Adjudicated Claims that are Paid 194
Percent of Adjudicated Claims that are Not Paid 194

Receipts → Adjudicated → Not Reworked* 195
Analysis of Pathway

Claims Not Reworked Per Member Per Year 196
Percent of Adjudicated Claims that are Not Reworked 196
Percent of Adjudicated Claims that are Reworked 196

Claim and Encounter Capture and Adjudication Staffing Costs
Staffing Costs per FTE 197
Staffing Costs as a Percent of Total Costs 197

Claim and Encounter Capture and Adjudication Costs per FTE
Production FTEs per 10,000 Members 197
Production FTEs as a Percent of Total Claims FTEs 197
Production Staffing Cost per Production FTE 197

Speed of Processing
Key Ratios
Average Payment Period 197
Average Inventory 197
Claims Timeliness 197

Timing of Claims Payment
Average Days Incurred to Receipt 198
Average Days Receipt to Approved 198
Average Days Approved to Payment 198
Average Days Incurred to Payment 198
Note: Claims Turn Around Time (TAT) 198

Quality
Dollar Accuracy (Percent) 198
Frequency Accuracy (Percent) 198
Overall Accuracy (Percent) 198

+
+
=
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Claims & Encounter Capture & Adjudication, continued

Metric Page

COB and Subrogation
Productivity

COB and Subrogation Recoveries Per Dollar of COB Cost 199
COB and Subrogation Recoveries as Percent of Health Benefits, Plus Recoveries 199
Net Recoveries as a Percent of Health Benefits, Plus Recoveries 199

Types of Recoveries, Percent Total
COB and Subrogation Recoveries 199
All Other Recoveries 199
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Claims & Encounter Capture & Adjudication, continued

Metric Page

Fields are not OK

Yes
Paid

No
Manual

Yes
Denied

No
Imaged Fields are OK

Yes
Paid

No
Auto

Yes
Denied

No

Yes
Paid

No
Manual

Yes
Denied

Total Claim Receipts Paper Receipts No
Fields are OK, w/edits

Yes
Paid

No
Auto

Yes
Denied

No

Yes
Paid

No
Manual

Fields are not OK Yes
Direct Denied

No
Fields are OK

Yes
Paid

No
Auto

Yes
Denied

No

Page 187

Page 191
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Claims & Encounter Capture & Adjudication, continued

Metric Page
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Fields are not OK

Yes
Paid

No
Manual

Yes
Denied

No
Total Claim Receipts Electronic Receipts Fields are OK

Yes
Paid

No
Auto

Yes
Denied

No

Yes
Paid

No
Manual

Yes
Denied

No
Fields are OK, w/edits

Yes
Paid

No
Auto

Yes
Denied

No
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TAB 8. INFORMATION SYSTEMS

Metric Page

Information Systems Cost Summary
Total FTEs per IS FTE 207           
IS Costs per Total FTE 207           
IS Costs per IS FTE 207           
IS FTEs per 10,000 Members 207           
Cost per Member per Month 207           

Production Job Cost Summary
Production Jobs per 1,000 Members 207           
Members per IS FTE 207           
Daily Production Jobs per IS FTE per Year 207           
IS Cost per Production Job 207           
IS Cost per IS FTE 207           
IS FTEs per 10,000 Members 207           
IS Costs per Member per Month 207           

Information Systems Staffing Costs
IS Staffing Costs per FTE 208           
IS Staffing Costs as a Percent of Total IS Costs 208           

Total Information Systems Costs, Accrual Basis, PMPM
Labor vs. Non-Labor

Total StaffingCost per Total FTE 208           
Total Non-Staffing Costs per Total FTE 208           
Total Costs per Total FTE 208           
Total FTEs per 10,000 Members 208           
Cost per Member per Month 208           

Focus of Investment in Information Systems
Capital Expenditures Per Member Per Year 209           
Average Life of Investment (Years) 209           
Book Value Per  Member - Total 209           
Book Value Per  Member - Hardware 209           
Book Value Percent Premium Equivalents - Hardware 209           
Average Age of Hardware 209           
Book Value Per  Member - Software 209           
Book Value Percent Premium Equivalents - Software 209           
Average Age of Software 209           

Total Information Systems Costs, Accrual Basis, PMPM
a. Internal Personnel, Including Travel and Training 210           
b. Consultants / Contractors 210           
c. Hardware depreciation and maintenance 210           

i. Mainframe 210           
ii. Server, including Midrange 210           
iii. Other 210           

d. Software. License maintenance and purchased software amortization 210           
i. Mainframe 210           
ii. Server, including Midrange 210           
iii. Other 210           

e.Communications, include data and voice 210           
f. Outsourced Costs 210           
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Information Systems, continued

Metric Page

g. All Other, including office supplies 210           
Total Information Systems Accrual Basis Costs 210           

Total Information Systems Costs,  Accrual Basis, Percent of Premium Equivalents
a. Internal Personnel, Including Travel and Training 211           
b. Consultants / Contractors 211           
c. Hardware depreciation and maintenance 211           

i. Mainframe 211           
ii. Server, including Midrange 211           
iii. Other 211           

d. Software. License maintenance and purchased software amortization 211           
i. Mainframe 211           
ii. Server, including Midrange 211           
iii. Other 211           

e.Communications, include data and voice 211           
f. Outsourced Costs 211           
g. All Other, including office supplies 211           

Total Information Systems Accrual Basis Costs 211           

Information Systems Costs, Percent of Total IS Costs
a. Internal Personnel, Including Travel and Training 212           
b. Consultants / Contractors 212           
c. Hardware depreciation and maintenance 212           

i. Mainframe 212           
ii. Server, including Midrange 212           
iii. Other 212           

d. Software. License maintenance and purchased software amortization 212           
i. Mainframe 212           
ii. Server, including Midrange 212           
iii. Other 212           

e.Communications, include data and voice 212           
f. Outsourced Costs 212           
g. All Other, including office supplies 212           

Total Information Systems Accrual Basis Costs 212           

Total Information Systems Costs, "Spend," PMPM
a. Infrastructure Projects 213           
b. Strategic Projects 213           
c. Support Projects 213           

Total "Spend" 213           

Total Information Systems Costs, "Spend," Percent of Premium Equivalents
a. Infrastructure Projects 213           
b. Strategic Projects 213           
c. Support Projects 213           

Total "Spend" 213           

Percent of Total Spend
a. Infrastructure Projects 213           
b. Strategic Projects 213           
c. Support Projects 213           
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Information Systems, continued

Metric Page

Capabilities of Hardware
Capital Expenditures Per Member 214           
Accrual Costs Per Member 214           
Book Value Per Member 214           
Users Supported
Cost per User Supported 214           
Number of MIPS for Processors, Installed 214           
Number of MIPS for Processors, Installed Per 1,000 Members 214           
Cost per MIPS for Processors, Installed 214           
Used MIPS for Processors 214           
Used MIPS for Processors Per 1,000 Members 214           
Cost per Used MIPS for Processors 214           
Average Utilization for MIPS for Processors, 24/7 Capacity 214           
Average Utilization for MIPS for Processors, Prime Shift 214           
Peak Utilization for MIPS for Processors, Prime Shift 214           
System Availability - Primetime 215           
System Availability - 24 / 7 Average 215           
Percent of Terabytes Active 215           
Percent of Terabytes Inactive 215           

IS Capacity Summary
Production Jobs Per 10,000 Members per Year 215           
Members per Total Terabyte 215           
Production Jobs per Total Terabyte per Year 215           
IS Cost per Production Job 215           
Annual IS Cost per Total Terabyte 215           
Total Terabytes per 10,000 Members 215           
IS Cost PMPM 215           

Characteristics of Information Systems
Percent of Programming Code by Language

C/C++ 216           
COBOL 216           
Java 216           
Easytrieve 216           
SAS 216           
PL1 216           
Other 216           

Activities of Information Systems, by Supported Function
Claims, Encounter Capture & Adjudication

Number of Applications 217           
Applications per 10k Members 217           
Percent of Total Applications 217           
Number of Production Jobs Run Daily 217           
Production Jobs per 10k Members 217           
Percent of Production Jobs Run Daily 217           
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Information Systems, continued

Metric Page

Activities of Information Systems, by Supported Function, continued
Enrollment & Billing

Number of Applications 217           
Applications per 10k Members 217           
Percent of Total Applications 217           
Number of Production Jobs Run Daily 217           
Production Jobs per 10k Members 217           
Percent of Production Jobs Run Daily 217           

Customer & Provider Service
Number of Applications 218           
Applications per 10k Members 218           
Percent of Total Applications 218           
Number of Production Jobs Run Daily 218           
Production Jobs per 10k Members 218           
Percent of Production Jobs Run Daily 218           

Other
Number of Applications 218           
Applications per 10k Members 218           
Percent of Total Applications 218           
Number of Production Jobs Run Daily 218           
Production Jobs per 10k Members 218           
Percent of Production Jobs Run Daily 218           

Total
Number of Applications 219           
Applications per 10k Members 219           
Percent of Total Applications 219           
Number of Production Jobs Run Daily 219           
Production Jobs per 10k Members 219           
Percent of Production Jobs Run Daily 219           

IS Expenditures per Internal FTE 219           
Percent of IS FTEs that are Contractors 219           

Complexity of Information Systems
Average Number of Lines of Code per Application 219           
Number of Production Jobs Run Daily per Application 219           

IT Resource Utilization Summary
Strategic Projects

Requests per 10,000 Members 220           
Members per FTE 220           
Requests per FTE per Year 220           
Spend per Request 220           
Spend per FTE 220           
FTEs per 10,000 Members 220           
Spend PMPM 220           

Percent of Total Requests 220           
Percent of Total Dollars Spent 220           
Percent of Hours 220           
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Information Systems, continued

Metric Page

IT Resource Utilization Summary, continued
Infrastructure Projects

Requests per 10,000 Members 221           
Members per FTE 221           
Requests per FTE per Year 221           
Spend per Request 221           
Spend per FTE 221           
FTEs per 10,000 Members 221           
Spend PMPM 221           

Percent of Total Requests 221           
Percent of Total Dollars Spent 221           
Percent of Hours 221           

Process Improvement Projects
Requests per 10,000 Members 222           
Members per FTE 222           
Requests per FTE per Year 222           
Spend per Request 222           
Spend per FTE 222           
FTEs per 10,000 Members 222           
Spend PMPM 222           

Percent of Total Requests 222           
Percent of Total Dollars Spent 222           
Percent of Hours 222           

Support Projects
Requests per 10,000 Members 223           
Members per FTE 223           
Requests per FTE per Year 223           
Spend per Request 223           
Spend per FTE 223           
FTEs per 10,000 Members 223           
Spend PMPM 223           

Percent of Total Requests 223           
Percent of Total Dollars Spent 223           
Percent of Hours 223           

Other Projects
Requests per 10,000 Members 224           
Members per FTE 224           
Requests per FTE per Year 224           
Spend per Request 224           
Spend per FTE 224           
FTEs per 10,000 Members 224           
Spend PMPM 224           

Percent of Total Requests 224           
Percent of Total Dollars Spent 224           
Percent of Hours 224           
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IT Resource Utilization Summary, continued
Total Projects

Requests per 10,000 Members 225           
Members per FTE 225           
Requests per FTE per Year 225           
Spend per Request 225           
Spend per FTE 225           
FTEs per 10,000 Members 225           
Spend PMPM 225           

Percent of Total Requests 225           
Percent of Total Dollars Spent 225           
Percent of Hours 225           
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TAB 9. FINANCE AND CORPORATE SERVICES

Metric Page

Corporate Services Cost Summary
Total FTEs per Corporate Service FTE 229
Corporate Services Costs per Total FTE 229
Cost of Corporate Services per FTE 229
FTEs per 10,000 Members 229
Cost per Member per Month 229

Facilities Cost Summary
Facilities Costs per Total FTE 230
Total FTEs per Facilities FTE 230
Facilities Cost per Facilities FTE 230
Facilities FTEs per 10,000 Members 230
Facilities Cost per Member per Month 230

Facilities Staffing Costs
Facilities Staffing Costs per FTE 230
Staffing Costs as a Percent of Total Facilities Costs 230

Receivable Management 
Average Days in Accounts Receivable 230
Days of Premium Receivable 230
Current Ratio 230
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TAB 10. HUMAN RESOURCES / COMPENSATION / STAFFING 

Metric Page

Human Resources
Human Resources Cost Summary 233

HR Costs per Total FTE 233
Total FTEs per HR FTE 233
HR Costs per HR FTE 233
HR FTEs per 10,000 Members 233
HR Cost per Member per Month 233

Labor vs. Non-Labor
Total StaffingCost per Total FTE 233
Total Non-Staffing Costs per Total FTE 233
Total Costs per Total FTE 233
Total FTEs per 10,000 Members 233
Cost per Member per Month 233

Human Resources Staffing Costs
HR Staffing Costs per HR FTE 234
HR Staffing Costs as a Percent of Total HR Costs 234

Compensation
Composition of Total Employee Compensation 236
Compensation Costs per Full Time Employee 237

Staffing Costs
1. Internal Staffing Costs per Internal FTE 240
2. Estimated Outsourced Staffing Costs per Outsourced FTE 243
3. Combined Staffing Costs per Combined FTE 246
4. Estimated Outsourced Staffing Costs as a Percent of Total Staffing Costs 249
5. Combined Staffing Costs PMPM 252
6. Combined Staffing Costs per Medicare-Adjusted Member Per Month 255
7. Internal Staffing Costs as a Percent of Comprehensive Functional Costs 258
8. Estimated Outsourced Staffing Costs as a Percent of Comprehensive Functional Costs 261
9. Combined Staffing Costs as a Percent of Comprehensive Functional Costs 264

Staffing Ratios
Summary Analysis 268
Span of Control 268
1. Internal FTEs per 10,000 Members 269
2. Estimated Outsourced FTEs per 10,000 Members 272
3. Combined FTEs per 10,000 Members 275
4. Internal FTEs per 10,000 Medicare-Adjusted Members 278
5. Estimated Outsourced FTEs per 10,000 Medicare-Adjusted Members 281
6. Combined FTEs per 10,000 Medicare-Adjusted Members 284
7. Estimated Outsourced FTEs as a Percent of Combined FTEs 287
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