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TABLE OF CONTENTS
Tab 1. Introduction and Background

Organization, conventions, applicability, and process of the Sherlock Benchmarks.
Tab 2. Operational Metrics Overview

Summary Analysis — This section presents summary analyses of factors of costs in each functional area.
Tab 3. Sales and Marketing

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

Tab 4. Provider Network Management and Services

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

Tab 5. Enrollment / Membership / Billing

This section analyzes Enrollment / Membership / Billing. Enrollment is the processing of installation, recording and maintenance of the
relationship between the plan and its members. Membership is the recording of and changes in demographic information. Billing is the
process and the execution of the submission of invoices.

Tab 6. Customer Services

This section analyzes Customer Services. Customer Services responds to, processes, resolves or provides information for transactions or

inquiries of customers based on eligibility, contract language, benefit interpretation, medical management activities, regulatory interpretation,
claims process accuracy and historical member communications used to provide and authorize service or payment.
Tab 7. Claim and Encounter Capture and Adjudication

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

Tab 8. Information Systems

security.

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
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TABLE OF CONTENTS, CONTINUED

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

Tab 10. Risk Adjustment
This section includes metrics relating to Risk Adjustment. Risk Adjustment is the analysis of clinical data in order to match government
compensation with the risk factors of members. This includes adjustment for the “three Rs”: permanent risk adjustment, transitional
reinsurance and transitional risk corridors.
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Tab 2
Summary of Operational Metrics
This section summarizes analyses of key functional areas. If a quantifiable output is identifiable, per member per month (PMPM) costs are

segmented into factors of primary demand, productivity, unit cost, cost per FTE and staffing ratios. In all cases of these functional areas, PMPM
costs are segmented into staffing ratios and costs per FTE, which are divided into labor and non-labor components.
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Tab 3
Sales and Marketing

Metric

Product Mix

Percentage Point Change in Mix of Membership....... ..o e

Sum of Absolute Values of Percentage Point Changes in Product Mix

Group and Membership Growth
Sources of Membership Growth

Total MeMDEIShIP GIOWLN........cooiiiiiieee et e e e e et e e e e e e e e e e sbaeeesesteeeaanssaeeeeansraeaeeansanaens

Membership Increase Due to Group Members
Membership Increase Due to Individual Members

Sources of Membership Growth

Percent Change in NUMDET Of GIOUPS. .........uiaiuiiiiiiieiiie ettt ee ettt et e st e e sab e e s te e e sabeesbeeesabeeabeeanbeeesnneesneeeanee

Percent Change in Average Group Size....
Change in Group Membership..........cccccceviiiniieninen.
Percent Change in Number of Individual Members...

Growth in Total Membership..........cccceeviciieeiiiiiie e ................... ...........................................................

Note: Individual Membership Increase as Percent of Total Increase or Decrease............ccccoecveeeeeiciieeeeiciieeeeeennns

Sources of Group Membership Growth

Membership INCrease due t0 NEW GrOUPS..........cciiuiiieeiiiiiie e et ee et e e e s e e e st aeeesaaeeaesssseeeesasssaeesansseeaesansseeens

Membership Decrease due to Lost Groups..

Total Growth in Group MEMDEISIIP.........cueiiiei et e et e e e et e e e e ate e e e e aessaeesesseeaeeesneeeeennnnes

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

Percent Change iN GrOUDS. .........ii ittt ettt et e et e e bt e e bt e e s bt e e sabe e o be e e e he e e aaseeeambee e beeesaeeebeeesnbeeesnbeeaneeesnneas

NOtE: Group PerSiStENCY RAE........co ittt e e ra e et e e e tb e e s bt e s nbe e e eabeesabeeenseeesnneaaan
Note: Average DUration Of GrOUPS, YEAIS.......cccuuiiiuiiiiie it eiee ettt ettt e saa e e st e e s teeesbeeeaabeesaeeeabeeesseeesaneaaan

Page

Definition Calculation
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Blue Cross Blue Shield Plans Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation

Importance and Characteristics
All Distribution Systems
Percent of Total Membership by Segment

[ oo 1LY/ To LU = | OSSP PUPUPPR P 28
Small Group......c.......... 28
Middle Market Group 29
L= o = ] o o PR 29
Percent of Total Groups by Segment
1T = 70T o RSP 30
Middle Market Group 30
[T o = ] o o OSSP 31
Average Group Size
1T = 70T o RSP 31
T Lo | L1V =T =1 AT 1 o S 32
[T o = ] o o OSSP 32
LI ] €= 1S 1 e 18 o [ o LYo T AV o 0= SRR 33
Note: Average Group Size This Year, Unsegmented, Excluding INdividUalS.............ooviiiiiiiri e 33
Note: Average Size Last Year, Unsegmented, Excluding INAiVIAUALS............cueriiiiiiiiiiiiee e 34
Broker Distribution System
Percent of Members Sold Through Brokers
1T = 70T o SRR 34
Middle Market Group 35
Large Group........cccceevcuveveennnne 35
LI ] €= 1S 1 e 18 o [ o LYo T AV o 0= SRR 36
Percent of Groups Sold Through Brokers
1T = 70T o PR 36
Middle Market Group 37
Large Group.......cccceecvveeernnnnnn. 37
Total, Including Individual 38
Average Size of Broker Groups
Small Group......c.......... 38
Middle Market Group..... 39
Large Group........ccccevvuveveennnne 39
Total, Including Individual 40
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Blue Cross Blue Shield Plans Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation

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

1T = 70T o SRS 40
YT Lo | L1V =T (= AT 401 o S 41
[T o = ] o o OSSP 41
LI ] €= 1S 1 e 18 o [ o LYo T AV o 0= SRR 42
Percent of Groups Sold Through Brokers that are New
1T = 70T o RSP 42
Middle Market Group 43
Large Group........ccccevvuveveennnne 43
LI ] €= 1S 1 e 18 o [ o Yo T AV o 0= USSR 44
Average Duration of Broker Members, by Segment, in Years
1T = 70T o SRS 44
Middle Market Group 45
L= o = ] o o SRS 45
LI ] €= 1S 1 e 18 o [ o LYo T AV o 0= SRR 46
Average Size of New Broker Groups
1T = 70T o SRS 46
T Lo | L1V =T = AT o USSR 47
Large Group........cccceevcuveeeennnne 47
Total, Including Individual 48
Percent of Broker Members, by Category of Group
1T = 70T o RSP 48
Middle Market Group 49
Large Group........ccccevvuveveennnne 49
Total, Including Individual 50
Internal Distribution System
Percent of Members Sold Internally
Small Group 50
Middle Market Group... 51
Large Group 51
Total, Including Individual 52

/\
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Blue Cross Blue Shield Plans Tab 3. Sales and Marketing

Sales and Marketing

Metric Page Definition Calculation

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

1T = 70T o SRS 52
YT Lo | L1V =T (= AT 401 o S 53
[T o = ] o o OSSP 53
LI ] €= 1S 1 e 18 o [ o LYo T AV o 0= SRR 54
Average Size of Groups Sold Internally
1T = 70T o RSP 54
Middle Market Group 55
Large Group........ccccevvuveveennnne 55
LI ] €= 1S 1 e 18 o [ o Yo T AV o 0= USSR 56
Compensation
Broker Distribution System
Broker Commission Costs
Broker Commissions per Broker Member per MONTN.............oii e et e e e e e e e e e e e enneee s 57
Broker Commissions as a Percent of Broker Premium Equivalents 57
Internal Distribution System
Sales and Marketing Costs, Excluding Commissions, PEr FTE ...t e e e e e e e e 58
Sales and Marketing FTEs per 10,000 Internally Sold MEMDETS.........ccoo i e e e e e 58
Sales and Marketing Costs, Excluding Commissions, Per Internally Sold Member Per Month............ccccoviiiiiiiiiie e 58
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Blue Cross Blue Shield 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 58
Groups per Final Quote..........ccocveviiiiiieciiceee 58
Groups Sold Per Sales and Marketing FTE........... 58
Average Group SizZe.......ccoooveereiniiieeeeniee e 58
Group Members Sold per Total Sales FTE...............ccce..... 58
Sales and Marketing Costs per Total Sales FTE.................... 58
Sales and Marketing Costs per Group Member per Month.... 58
Internal Sales Force
Internally Sold Groups Per Sales FTE 59
Average Internally Sold Group Size 59
Internally Sold Group Members per Sales FTE 59
Sales Costs per Sales FTE.........oooivieiiiieeeeee e 59
Sales Costs per Internally Sold Group Member per Month 59
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 59
Groups per Final Quote " 59
Groups per FTE 59
Cost per Group...... 59
Costper FTE.....covvvieeeeeeeeee 59
FTEs per 10,000 Group Members.......... 59
Cost per Group Member per Month 59
Staffing vs. Non-Labor
Sales and Marketing Total Non-Staffing Costs per Total FTE..........ooo e e e e e e 60
Sales and Marketing Total Staffing Costs per Total FTE.........cccviiiiiiieeiee e 60
Sales and Marketing Total Costs per Total FTE..........ccccccevviiiieeiiiieeeees 60
Sales and Marketing Total FTEs per 10,000 Members.... e e e e e e e e e areee e 60
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 60
Percent of Sales and Marketing Costs that are Staffing............cooo e 60
Percent of Sales and Marketing Costs that are Non-Staffing..........coooiiiii e 60
Percent of Sales and Marketing Costs that are QUESOUICEQ..............uiiii i e e e s e e e nees 60
Percent of Sales and Marketing Staffing that is OUISOUICEA. ..........ooo i 60
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Tab 4

Provider Network Management and Services

Provider Network Management & Services responds to inquiries from providers, contracts with providers for care delivered to members, is the liaison for provider appeals (whose
coordinating responsibility resets with customer services), credentials providers for eligibility for contracts, issues report cards to provider and audits and validates provider activity.

Metric Page Definition Calculation
Provider Relations Service Metrics:

This sub-function responds to inquiries from providers.

Provider Relations Services Cost Summary
Per Member
Manual Inquiries

Y E= oW E= T a T TU L= TR oY= 1V =Y 4 oY OSSPSR 65
MEMDEIS PEI FTE . ... ettt e ettt e e e e e et b e e e e e e e e abbe e e e e e e e nsbeaeeaannnneeaaaens 65
Manual Inquiries per FTE Per Year........cccceeiueeeiiieeesiee e 65
Provider Relations Services Cost per Manual Inquiry.. et etEeeeeeEeeeeeteeeesseeeeesseeeeasteeeeasteeeasteeeiiteeeeaaeeearaeeaareeeaanreas 65
Provider Relations Services COSt PEI FTE ... ..o ittt et e st e e e s e e s e e anee e e et e e e smteeeeaneeeeanneeeenneeeennnes 65
FTEs per 10,000 Members............cccueeeennnn. 65
Provider Relations Services COStS PIMPIM...........coo ittt e e e e e e e e e ab e e e e e e esaa s e e e e e e eeaaseeeeeeasnssaeaaeeaensseeeas 65
Total Inquiries
Total INQUINIES PEF IMEIMDET ...ttt oo e ettt e e e e ettt et e e e e e e aabeeeeee e e aabeeeaeeaansseeeaaeeaanssseeeaeeaannbseeaaeaaannreeeean. 65
Members per FTE........ccccevviieenns e a————— 65
Total Inquiries per FTE per Year........ e eee oot eeMeeeeeeeeiesfeeteeeeeeastteeeeeeeaseeeeeeiiassssteeeeeeaassteeeeeeaansreeeeeeaaannnreees 65
Provider Relations Services Cost per Total Inquiry.................. e nnaes e ——— 65
Provider Relations Services Cost per FTE..........cccccecvvieiiiieennns et ———— 65
FTEs per 10,000 Members........c..ccceverunennn. 65
Provider Relations Services COStS PIMPIM...........oo ettt e et e e e e et e e e e e ettt e e e e e et e e e e e e eeeaasaeeaeeeeennseeeas 65
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Blue Cross Blue Shield Plans

Tab 4. Provider Network Management and Services

Provider Network Management and Services

Metric

Provider Relations Services Cost Summary (continued)
Staffing vs. Non-Labor
Provider Relations Services Total Non-Staffing Costs per Total FTE..........ccciiiiiiiiiiee ettt
Provider Relations Services Total Staffing Costs per Total FTE
Provider Relations Services Total Costs per Total FTE.................
Provider Relations Services Total FTEs per 10,000 Members.........
Provider Relations Services Cost per Member per MONth............c..oo i e et e e e sarea s

Percent of Provider Relations Services Costs that are Staffing...........c.c.oooiiiiiiiii e
Percent of Provider Relations Services Costs that are Non-Staffing............coooiiiiiiiiii e

Percent of Provider Relations Services Costs that are OUESOUICET.............coooiiiiiii i e a e
Percent of Provider Relations Services Staffing that is OUISOUICEd.............c.ooiiiiiiiiiiie e

Inquiries
Inquiries per Member per Year, by Mode and Produci
Manual
Y= T g T = 7 OSSPSR
Paper/Written Inquiries
Y=g T E= T = 1= o g o LYo U 3T
TOtal MANUAI INQUITIES ...ttt ettt e oo oottt e e e e e ottt e eeee e e e s abaeeeae e e e nseee e e e e nseeeeaaeeaannsseeeaeeeannsbeeaaeaaannsbeaaaaaannn

AULOMALEA CalIS.......eeieie ettt ettt ettt et e s ae e e s teesh e e e bt e aae e e bt e eheeeabeeeabeeE et e m b e e eae e 2mbeeeheeembeeemb e e bt e nRneebeeenbeeaneeennee e
] ez 1 o o)V 1o [T gl [ g To [ 1= ST SPPPUPUPPPRRN

Provider Services INQUIriEs PEr 100 ClAIMS.........ccuiiiiiiie it et eetee et e st e e s st e e e et e e seseeeesseeeassseesasaeeeasseaesssseeessseeeaasseeeanssaesasseans

Percent of Total Inquiries, by Mode and Produci
Manual
Y= T g T = 7 OSSPSR
Paper/Written Inquiries ............
Y E= g T E= T = 1= o g o LYo U 3T
TOtal MANUAI INQUITIES. ...ttt ettt e oo oot ettt e e e e e ae e et e e e e e e s ahseeeaeeeanbeee e e e e nseeeeaaeeeannsseeaaeeeannseeeaaeaaannsbeaaaaaannn

AULOMALEA CalIS.......eeieie ittt et ettt b e e s ae e eateeeh e e e bt e oae e ek e e ehee e b e e oabeebe e e m b e e eae e 2 abeeeheeembeeem b e e bt e nRneebeeenbeeaneeennee e
] ez 1 o o)V 1o [T gl [ g To [ 1= ST SPPPUPUPPPRRN

Percent of Total Calls Received that @are ManUAL...................oooiiiiiiii it e ettt e e e e e e e e e e e e e eaaaeaaaeeaeannes

Page
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Definition Calculation
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Blue Cross Blue Shield Plans Tab 4. Provider Network Management and Services

Provider Network Management and Services

Metric Page Definition Calculation

Inquiries (continued)
Product Mix of Inquiries

Manual
IMANUAI CalIS.......... ettt e e e e ettt e e e e e et aaeeeeeeeeeaaseeeeeeeaasseeaaeeeassssaeeeeaansseeeaeeaanssssseaeeeenssssseeeeeeansssaeeeaeaaansraneees 75
Paper/Written Inquiries ............ 75
Manual Electronic Inquiries............. e eeeeeNeeeeeeeeeeteeeeaeeeeanteeeaneeeaanneee e teeeeanteeeaneeeeanneeeeanneeeannes 76
TOtal MANUAI INQUITIES.....ceii ettt oo oo ettt e e e e e o ae e et e ee e e e s abeeeeaeeeanbeee e e e e nseeeeaaeeaannsseeeaeeeanssbeeaaeaaannsbeaaaaaannn 76
F 0 (o) F=1 C=To I 021 TSRO 77
o] ez 1 o o)V 1o [T ol [ g To [ 1= SRS UPPPRPPPPPRRN 77
Provider Portal
Name and Vendor Of POrtal USEA.............ooiiiiiiiiiiie et e e e et e e e e e e e e e e e e e aaaeeaeeeessaaeeeeeeeeaassaeeaaeeaansseneaaeeannssseeeas 78
Percent of Contracted Providers with Portal Access 78
Accessibility of Provider Services
Average Speed of ANSWET (ASA), IN SECONGUS. .....cciiiiieiiie e ee et e e e e r e e st e e st ee e aeeeeanseeesaneeeaseeeeaneeeesneeeeanseeesanneeesnseeennnnees 79
ASA Service Level, at 30 seconds 79
Abandonment Rate................cc........ 80
Handle Time, in Seconds 80
Provider Appeals
Percent of Appeals Adverse DeCiSIONS OVEIUIMEA. ...........eiiiiiiiiiie et e st e et e e s e e e te e e ssaeeseeeeeanseeeaneeeeanseeeeseeeennneeeannns 81
Percent of Appeals Adverse DeCISIONS UPNEIG..........c..ii it e et e e st e e s ete e e s te e e e s nbeeessaeeeenseaeesseeeanseeeanns 81
APPEAIS PEI 10,000 MEMDETS.......eiiiiitieitte ettt ettt ettt sa et et sttt et e e ae e e bt e e ae e e b et e ab e e ee e e bt e ea st e b e e san e e nbe e e bt e aaneeaneeneneeneeaaneeans 82
Appealed Claims
Provider Appeals as @ Percent of TOtal ClaiMS..........c.uii ittt e st e e st eesate e e st e e eneeeesnneeeeanaeeeeneeeennneeeanns 82
Provider Appeals as a Percent of Denied Claims 83
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Blue Cross Blue Shield 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
Provider Contracts per 1,000 IMEMDETS. .........c.uiiiiiieeiiiie et eeee e ettt e ettt eesbeeeaaaaeeesseeeeasseeeasaeeaasseessseesasseeeessseeeasseeeaasseeeanseeesasseans 84
Members per Contracting FTE................. 84
Provider Contracts per Contracting FTE.................. 84
Provider Contracting Cost per Provider Contracts... 84
Provider Contracting Cost per Contacting FTE....... 84
Contracting FTE per 10,000 Members..... 84
Provider Contracting COStS PIMPIM...........coiiiii ittt ettt e ettt e e et e e st e e et e e e esteeeasseeeaaseeaasseeeansaaesssseeeanseeeeansaeeansseasanseeennnes 84
Staffing vs. Non-Labor
Provider Contracting Total Non-Staffing Costs per Total FTE...........ooo i e e e s e e enee e e nneee s 84
Provider Contracting Total Staffing Costs per Total FTE 84
Provider Contracting Total Costs per Total FTE............... 84
Provider Contracting Total FTEs per 10,000 Members..... 84
Provider Contracting Cost per Member PEr IMONEN............iii it e e e e st e e e e e et e e s nneeeeanneeeeneeeeenneeeannes 84
Percent of Provider Contracting Costs that are Staffing...........oooiiiiiiiiie e e e e 84
Percent of Provider Contracting Costs that are Non-Staffing............ccooiiiiiiiii e 84
Percent of Provider Contracting Costs that are OUESOUICET.............coiuiiiiiiiie e e et e e are e e anreaeas 84
Percent of Provider Contracting Staffing that is OQUESOUICEA..............ooi i e e 84
Number of Provider Contracts
Provider Contracts by 1,000 Members
PHMArY Care PRYSICIANS. .. ..o iiiiiiie ittt ettt et e e e et e e et e e e st e e e aateee e neeeeamn e e eanseeeenseeeemaeeeensaneeanneeeaanneeeanneeenanseeennnes 85
Professional Specialists...........cccccoeeeiiiiiiiiiiecee e, et ee e e e e e e e ea—eeeaaeean 85
Facility......ccocevnieereeees 85
Ancillary... 85
LI} &= | RSP OU PP PPPRPPPP 85
Percent of Provider Contracts by Type
PHMArY Care PRYSICIANS. ........uuiiiiiii ittt ettt e e ettt e et e e e s ae e e e sseeeasseee e sseeeaasseeasseeeasseaeenseeeessseeeansaeeaansaeessseesanseeennnns 85
L0 (TS0 F= IR oY= 1 £ SRS 85
Facility.......coooeoeiiiiis 85
Ancillary... 85
Total ...... 85
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Tab 5
Enrollment / Membership / Billing

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

Metric Page Definition Calculation

Enrollment Cost Summary
Manual Transactions

Manual Member Transactions Per MEMDET ... ettt et e e e e e e e e ettt e e e e aaaaeea e e e e nnnnnnnneeees 91
Y LT T S o =Y o I PO PRPORP 91
Manual Member TransactioNS PEr FTE PEI YEaI.... ... .. ittt e et oottt et e e e e e e e e e ettt bttt e aaaaaaaaeaaaaannnnnnnnees 91
Enrolliment Cost per Manual Member Transaction.. 91
(07015 S o 1=l I PP SUPPPRPPI 91
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 91
(0701 S oL a1V [=T a0 o1l o T a1V (o o1 { o TSRO 91

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 91
Members per FTE 91
Total TransacCtioNS PEI FTE PO YBAI ... ettt e oottt et e e e e e e e a et ettt e eeaaaaaeaaaaa e nnnssnsseeeeaaaaans 91
Enroliment Cost per Total TranSACHON. ........cccuuiii ittt e et e e e e e e e st eeeeaaeeeesessaeeeeasteeaeaansseaaessnsseaassansaneessansnneeenas 91
Costs per FTE......cccooovvivieieeieee e 91
FTEs per 10,000 Members...... 91
Costs per Member per Month 91
Staffing vs. Non-Labor
Enroliment Total Non-Staffing Costs per Total FTE........oo ettt sttt e s e et e e e e e s nneeeneeeanee 91
Enroliment Total Staffing Costs per TOtal FTE..... ... ettt ettt et e e ab e e s be e e be e e e be e e smbeeaaeeesnneas 91
Enroliment Total Costs per Total FTE................. 91
Enrollment Total FTEs per 10,000 Members 91
Enroliment Cost per Member per Month.......... 91
Percent of Enrollment Costs that @re Staffing............oi it e e 91
Percent of Enrollment Costs that are NON-Staffing...........uoo i s 91
Percent of Enroliment Costs that are OULSOUICET..............uiiiiiiiiiii et e et e e e et e e e et e e e s etraeeesessaeeeaansaeaeanns 91
Percent of Enrollment Staffing that is OUISOUICEA..........o..uii i ettt e et eneeas 91
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Blue Cross Blue Shield Plans Tab 5. Enroliment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation

Transaction Processing
Member Transactions per Member

Manual
Electronic Transactions Requiring Manual INterveNtioN............ooo i e e e e e e enneeas 92
Al OTNEE MANUAL. ...ttt ettt e e e e e e e e e e e e aaaaaeeeeeeeeaeeeeeseaaaassaeeaaaaeeeeaaaassssssasssaaaaaeeeaaaaaansnsssssaneraeeeeens 92
Total ManUal TranSACHONS. ...........uuiiiiiiiiieee ettt e e e e e e ettt et e eeeeeeeeeeeeaaaaaaseeeeeeeeeeaa e anssssseneeaaaaeeeeesaaaansssssnnnseeeaeas 93
Automated
[T =T o (o T} Y o SRR 93
R CTo =YY Yo o) o IF- T 1= TSSOSO UPPTRRN 94
Total AULOMALEA EIECIIONIC. ........coi i e e ettt e e e e e e e e e e e e aeeeeaaaeeeeasaaaasssasaseaaaaaaeeeaaaeasannnnnnes 94
Total MEMDET TrANSACHIONS. .. .. ... et e e e e et ettt et e eeeeeeeea e aaassseeeeeeeeaaa e nasssssaeeeaaaaeeeeaaaaaassssasseseeeaeaeeenas 95
Composition of Total Member Transactions
Manual
Electronic Transactions Requiring Manual INterveNtioN............oooiiiii e e e e e e eneeeas 96
Al OTNEE MANUAL. ...ttt ettt e e e e e e e e e e e e aaaaaeeeeeeeeaeeeeeseaaaassaeeaaaaeeeeaaaassssssasssaaaaaeeeaaaaaansnsssssaneraeeeeens 96
Total ManUal TranSACHONS. ..........euiiiiiiieieiee et e e e e e e e et e e e e eeeeeeeeeeeeaaaabaseeeeeeeeeeaa e ansssssaeeeaaaaaeeeesaaaanssssnnneeeeeaens 97
Automated
[T =T o (o T} Y o R 97
ReceivedonaFile..........ccccooivivviiieinn, 98
Total Automated Electronic 98
Total MEMDET TrANSACHIONS. .. .. ... et e e e e e et ettt e et e eeeee e e e e aaaasasaeeeeeaeaaa e aasssasaseeeaaaeeeeaaaaaassssassesaeeeeaaeeeas 99
Note: Percent of Member Transactions Submitted Electronically that Require Manual Intervention............ccccoeocveeiiieeennene. 99
Average Enrollment Processing Days
(70T o S 100
LY =T 0] o 1= S PP U PP OP RS SS PRSPPI 100
Average Enrollment Processing Days
(70T o S 101
LY =T 0] o 1= S PP U PP OP RS SS PRSPPI 101
ID Cards
NUumber of Cards ISSUEA PEI IMEMIDET . ..... ... ittt e et e e e ettt e e e et e e e e s ne et e e e aaneeeeeanseeeeeeanseeeeeaannseeeesannseeeeeannneeeeen, 102

/\
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Blue Cross Blue Shield Plans Tab 5. Enroliment / Membership / Billing

Enroliment / Membership / Billing

Metric Page Definition Calculation

Demographics
Percent of Membership in the Following Age Categories

103

21-29.. 103
30-34.. 103
35-39.. 103
103

103

103

103

103

103

103

103

Group and Membership Characteristics Affecting Total Transactions

Percent Change in NUMDET Of GrOUPS.........ciii ittt e e e e e et e e e e et e e e e e n st e e e anse e e e e e anseeeeeeannseeeesannneeeeeannneeeenn, 104
Percent Change in Number of INdividual MEMDETS..........oooo e e e e ee e e e e e s e e e e e snneeeeeeneeeeens 105
Average Size of Group, INCIUAING INAIVIAUALS. .........o it e e e st e e e e e e e et e e e e nneeeeeesnneeeeeeennneeeeeaanneeeeeanns 105
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Tab 6

Customer Services

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

Metric

Customer Services Cost Summary

Manual Inquiries per Member...............ooooiiiiiiii.
Members per FTE........cccco.
Manual Inquiries per FTE per Year
Customer Service Cost per Manual Inquiry
Costs per FTE.......ccccoocvieeeeeieee e
FTEs per 10,000 Members........

Costs per Member per Month

Staffing vs. Non-Labor
Customer Services Total Non-Staffing Costs per Total F
Customer Services Total Staffing Costs per Total FTE...
Customer Services Total Costs per Total FTE................
Customer Services Total FTEs per 10,000 Members...

T

Customer Services Cost per Member PEr MONN.............oi i e e et e e e et e e e s s e e e esssaeeaeesnsseeaeennnes

Percent of Customer Services Costs that are Staffing..........oouii e
Percent of Customer Services Costs that are Non-Staffing.............oo e e

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

Inquiries
Inquiries per Member per Year, by Mode and Product
Manual
Manual CallS.........coccuiiiiiiiiie e
Paper/Written Inquiries ........
Manual Electronic Inquiries...
Total Manual INQUIreS...........coiiiiiiiiiiiiiieeee e,

YU (o]0 g F= 1 (=Te O] [OOSR

Total Member INQUIrEs .........oooiiiiiiiiiiieeeeee e,

Customer Services INQUINES PEI 100 ClaiMS. ......iiiiiiiiee ittt e st e e e et e e e ettt e e e s e ssteeeeeassseeeeasasseaeeassaeaesssseeeesasseeeesanssneeeannns
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Blue Cross Blue Shield Plans Tab 6. Customer Services

Customer Services

Metric Page Definition Calculation

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

Manual
IMANUAI CAlIS......oooiiieeeeeeee ettt e e e e e e e e e e et eaaeeeeeaeeeeeeeee e e aasssssseeeeeeeeeeaassaassseeeeeeeaaaeeeaaaansssssssesaaaaaeeeeeeeeannns 116
Paper/Written Inquiries 116
Manual Electronic Inquiries 117
LI €= LAY =T T = LN T 04T S 117
AULOMALEA CalIS......eeeeiiiiie it e ettt e e e e e e e e e e e e aataaaeeeeeeeeeeeeeeeesaassassaeaeaeeeeeaaasssssssaeeesaaaaeeeeaaaannssssssassseaeeeeeeens 118
LI ] e= LAY 1= 0 g o T= Tl o 13T SN 118
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 119
Product Mix of Inquiries
Manual
IMANUAI CAlIS......oooiiieeeeeeee ettt e e e e e e e e e e et eaaeeeeeaeeeeeeeee e e aasssssseeeeeeeeeeaassaassseeeeeeeaaaeeeaaaansssssssesaaaaaeeeeeeeeannns 120
Paper/Written Inquiries ........... 120
Manual Electronic Inquiries 121
QLI €= LAY =T T = LN T 04T S 121
F U] (o] 4= 1 (= Te 02 LTS UP OO PPP PP 122
LI ] e= LAY 1= 0 g o T= Tl o 13T SN 122
Reasons for Inquiries Per Member Per Year, by Product
BN itS. ..o eeeeeeeeeeeeeea———————eeeeeeeeeeeaaaht—eeeeeaeeeeeeaaaaaaatttaaaataaaaeeeeaaaaaannnnaararaaaaaaaeaas 123
Eligibility 123
(01 1= 10 g SRS =1 (01 TSSOSO PO PPPPPPPPPPR 124
[l 0) Vo (=T O 1= ol OSSO PU PSP PP 124
Billing & ID Cards................ 125
Complaints / Grievances. 125
(O] (01T OO P PP PP PR RRRRRPRUPPPNY 126
10} €= 1IN T o 13T USSP 126
Reasons for Inquiries as a Percent of Total Inquiries
BN itS. ..o e e e e e e e e e e e eeea———————eeeeeeeeeeeeaaht—eeeeeaaaeaeeaaaaaaatttaaaaaaaaaeeeeaaaaaaannraararaaaaaaaaaas 127
Eligibility.......... 127
Claims Status 128
Provider Check.......... 128
Billing & ID Cards...... 129
Complaints / Grievances. 129
Other....ccciiieieeeeeeeeeeeeees 130
10} €= 1IN T o 3T SRR 130
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Blue Cross Blue Shield 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 131
ASA Service Level, at 30 Seconds.............ccco...... 131
Abandonment Rate 132
Handle Time in Seconds.... 132
Quality
CUSTOMET SEIVICE INQUINY ACCUICY ....ciiueeeiiee it et ettt e e ettt e e e et e e e e aeeeeeaameeeeeeaaneeeeeeaanseneeeaaneaeeesnaeeeeeenseneeeaneeneeeaanseeeeeaanneeeeeannns 133
Member Appeals
Percent of Appeals Adverse DeciSions OVEITUINEd. ..........ooui it e e e e e ettt e e e e sne e e e s anneeeeeeenneeeeesnneneeeeeanneees 134
Percent of Appeals Adverse DecCiSions UPQEId...........oo et e et e e e e e e et e e e s neeeeeeenneeeeeeannnees 134
AppPeals Per 10,000 IMEMDEIS.......ci i eiieee it e ettt e e e e e e e e st eeeeaaa e eeeesaseeeeeeanseeeeeaansaneeeaanneeeeenseeeeeanseeeeeeansseeeeaannseneeeanneeeeaann 135
Appealed Claims
Number of Appeals as a Percent of Total ClIaimMS.........cooii it e e s e e e e e e e e st eeeeeaanneeeeeaanneeeeennns 136
Number of Appeals as a Percent of Deni€d ClaiMS...........oo i e e e e e e st e e e e st e e e s aneeeaeeenneeeeen, 136
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Tab 7

Claim and Encounter Capture and Adjudication

Metric Page Definition Calculation

Claims Cost Summary
Suspended Claims

Suspended Claims per Member 141
Members per FTE 141
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 141
Cost per Suspended Claim 141
Costs per FTE.......cccccoeviveeeeee. 141
FTEs Per 10,000 Members 141
(0701 S oL 1Y [=Yag o Tl o 1V oo o SO PRPTPRP 141
Total Claims
Claims ProCeSSEA PEI IMEIMDET.........c. ittt e ettt e e e ettt e e e et e e e e aaaaeeeeeassaeeeeesseeeeaannseeeeeanssaaaeeansseeeesensnneeeannnnns 141
MEIMDEIS PEF FTE ... iiiiiieiieiee et e ettt e e ettt e e e et et e e e e aaaeee e e ssaeeeeeasseeaeeeaseeeeeeansteeeassaeeeeensseeeeeensseeeeaanssseeeeansseeeesansnneanns, 141
Claims ProCeSSEA P FTE PeI YA .........eiiii ettt e e et e e e ettt e e e e e tteeeeaansseeeeaaabeeeeassaeeeeeassseeeeaansseeeeaaasseaaeeansneeens 141
Cost per Claims Processed 141
Costs Per FTE......cccccccevvveeeen. 141
FTEs Per 10,000 Members 141
CostS Per MemMDEr Per IMONTN........ .t e et e e e ettt e e e et e e e e e asbeeeeaaaeeeeeessaeeeeeassseeeeaansseeeeeanssaeaesannneeans 141
Staffing vs. Non-Labor
Claims Processing Total Non-Staffing Costs per Total FTE..........o ettt 141
Claims Processing Total Staffing Costs per Total FTE 141
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 141
Claims Processing Total FTEs per 10,000 Members... 141
Claims Processing Cost per Member PEr IMONTN..........oo ittt e et e e et e e e aat e e smbeeenneeesneeeeas 141
Percent of Claims Processing Costs that are Staffing...........ooouiiiiii e e 141
Percent of Claims Processing Costs that are Non-Staffing 141
Percent of Claims Processing Costs that are OUISOUICEA. ..........ooiuiiiiiiiii et rae et e e snee e eanes 141
Percent of Claims Processing Staffing that is OUISOUICEA...........cooiiiiii ettt 141
Volume of Claims
Claims Received
Total Receipts Per Member Per YEBaI............ocooi i 142
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 142
Total Rejected Receipts as a Percent of Total RECEIPES. .....ooii i e e e e e eneeeeeeas 143
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Blue Cross Blue Shield 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 144
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 144
Electronic Claims Processed Per MembDEr PEI YEAI............uuuiiiiiiiiiie ettt e e e e e e e e et a e e aaaaaeeeeeeeeannnns 145
Electronic Claims Processed as a Percent of Total ClaimsS..............uuiiiiiiiiiiii e e e e e e e e e 145
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 146
Total Claims Processed as a Percent of TOtal RECEIPES. ... ...ouii it e e e e e s e e 146
(70153 o=l {0 Yo7 STS TS =Y I =1 o o OSSP SES 147

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 148
Paper Auto-Adjudication Rate...........cceveiiiiiiiiiiee e 148
Paper Claims Autoadjudicated as Percent of Total Claims Autoadjudicated 149
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 149
Electronic Autoadjudication Rate 150
Electronic Claims Autoadjudicated as Percent of Total Claims Autoadjudicated.............coeeiiiiiieiiiiie e 150
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 151
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 151
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 152
=T o1 AT U] 0= g o T g T = - 152
Electronic Claims Suspended Per Member Per Year 153
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 153
Total Claims Suspended Per Member Per Year 154
LI €= ST o= g o g T = - SO E 154
(70153 o= g U] o =Y g [T O - 1 o R 155
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 156
LI ] €= LI o T L] 10 =T a1 (S 156
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Blue Cross Blue Shield Plans Tab 7. Claim and Encounter Capture and Adjudication

Claim and Encounter Capture and Adjudication (continued)

Metric Page Definition Calculation
Volume of Claims (continued)
Denials

Denied Claims Per MEMDEI PEF YEA..... ..ottt e e e e e e e e e et aaeeeeeeaaeaaa s aasssaaeeaaaaaaeeaeaeaannsssssnsnnnees
DENIEA ClAIMS RALE......eeeiiiiiiii it e e e e e e e e e e e e a e e ettt eeeeeeeee s e aasasssaeeaaeeeeaaaassssssasaeeaaaeeeeaaaaaansssasssreeeeeaeeeeas

-
()]
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()]
J

N
[$)}
o

Paid Claims Per MEMDEI PEI YN ...........c et e e e e e e ettt e e e e e e e e e e e e —eeeeaaaeeeeaaa e asssssssaaaaaaeeeeaaaannnnnens
Paid Claims RAE... ..ottt e oo oottt e et e e e e e e e e e e e e e aaaaaaaseseeeeeeeeeaaaaaasaaaeeeeaaaaeeeaaaa e aantrnaeataaaaaeeeaeaeaaannes

N
[$)}
©

Claims Processing Steps, Percent of Previous

Total Claims Processed, PMPY
Denied Claims............cccccvvvveeees

LI ] £= L2 ) =T USSP

(@ 17T 4 (F] 5 a1 SO P PP PPUPPPPP

N
[$)}
©

N
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©

N
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N
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w
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(e}
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(e}
~

Speed of Processing
AVETAgE INVENTOTY IN DAYS. ... eeiieeiiiiie ettt e et e e e ettt e e e e ae et e e e aaeeeeeeenseeeeeeamsaeeeaanseeeeeennseeeeeanseeeeeeansseeeeeannseeeeeannneeeeannns
Average Claims Inventory as a Percent of Total Claims ProCeSSEa.........c.uuiiiiiiiiiiiiii ettt e e

N
(o2}
a

N
D
(e}

Percent of Claims Processed Within the Following Days of Receipt:

-
D
(o>}

-
D
(o>}

N
D
(o>}

N
D
(e}

N
(o2}
(e}

Quality
[0 | =T o B = Lo VAl =T oY o | S
[ C T [ T=T T3V o B [ = Lo VA =T o7 =Y o |

-
(o]
J

-
[&]
J

-
(o2}
©

Interest Paid per Claim PrOCESSEA. ........ooiiiiiiie et e et e ettt e e et e e e e s n et e e e aane et e e e anneeeeeanneeeeeaannseeeeeannneeeeeanneeeeesanneneeeeanneees
Interest Paid as a Percent of Total Health BENETILS. ..........uuiiiiiiiiii e e e e e e e e e e e e reeeees

N
(o2}
©
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Tab 8

Information Systems

Metric Page Definition Calculation
Information Systems Cost Summary
LI €= LN =S o= S T I O 171
x 1S Costs per Total FTE........cccccvveiiiieeeeee. 171
= IS Costs per ISFTE......ccccceeeneen 171
x IS FTEs per 10,000 Members..... 171
R O 151 8 o =T a1V =T g1 o =Y o= /T o 1 S 171
Internal vs. Outsourced FTE Costs
Internal IS Expenses per INErNal FTE........ ..ot e e e et e e e e et e e e st e e e e s et e e e e nneeeeeeannneeeeeannneeeeennnneeeesn 171
Outsourced IS Expenses per OUISOUICEA FTE....... .o et e e e et e e e et e e e e sae e e e e s neeeeeeennneeeeennnaeeeeennnneees 171
Staffing vs. Non-Labor
Information Systems Total Non-Staffing Costs per TOtal FTE........cc.uiiiiiiiee e e e e e e e e e e e e nnneees 171
+ Information Systems Total Staffing Costs per Total FTE 171
= Information Systems Total Costs per Total FTE................ 171
x Information Systems Total FTEs per 10,000 Members...... 171
= Information Systems Cost per Member per MONTN...... ... e s e e s e e e e e e e e enneeeee s 171
Percent of Information Systems Costs that are Staffing............oooiiiiii e 171
Percent of Information Systems Costs that are Non-Staffing.........coooiiiriiiii e 171
Percent of Information Systems Costs that are Outsourced 171
Percent of Information Systems Staffing that is Outsourced 171
Total Information Systems Costs, Natural Accounting Categories
Per Member Per Month
(a) Internal Employees, Including Travel and Training 172
(b) Outsourced Employees and Contractors..............ccceeene. 172
(C) ConSUIANTES.......cceiiiiee e 172
(d) Hardware Depreciation and Maintenance 172
(e) Software Amortization and Maintenance.......... 172
(f) Other Information Systems..........coooceiiiiiiiie e, 172
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 172
Percent of Premium Equivalents
(a) Internal Employees, Including Travel @nd TraiNiNg........ccoeiioieeeeiiieee e e e ee e e et e e e e e e e e e s s neeeeesneeeeeseneeeeesannseeeeaanneeeeeans 172
(b) Outsourced Employees and Contractors..............ccceee.e. 172
(C) ConSUIANES.......ccoiiiiiee e 172
(d) Hardware Depreciation and Maintenance 172
(e) Software Amortization and Maintenance.......... 172
(f) Other Information Systems..........coooveiiiiiiiee e, 172
Total INfOrmMation SYSIEMS EXPENSES. ...ccciiiiiiieeiiiiiee et e et e et e e e ee e e e s st e e e e an e eeeeaanseeee e e neeeeeansaeeeeaannseeeeaanneeeaesannneeeennnees 172
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Blue Cross Blue Shield Plans Tab 8. Information Systems

Information Systems

Metric Page Definition Calculation

Total Information Systems Costs, Natural Accounting Categories (continued)
Percent of Total Information Systems Costs

(a) Internal Employees, Including Travel and Training 172

(b) Outsourced Employees and Contractors..............ccceee.e. 172

(C) ConsUIANES.......cceiiiiieeeeeee e 172

(d) Hardware Depreciation and Maintenance 172

(e) Software Amortization and Maintenance.......... 172

(f) Other Information Systems..........coooceiiiiiiiie e, 172

Total Information Systems EXpenses.........cccccevvvveeeeeiciieeeennneen. 172

Internal Help Desk

Average Speed to Answer, Seconds 173

Call Abandonment Rate........................ 173

Average Handle Time, Seconds..... 173

First Call RESOIULION RALE........oeiiiiiiii ettt e e e e e e et e e e e e et eeeee e e e e aaaasaaeeeeeaaaaeeeaaaaassssssssneaaaaaeeaeaeeannnnsnnnes 173
Inquiries per Helpdesk FTE per Year, by Type

173

173

173

173

173

173

173

173

173

LI ] t= LN ol =S =Y T 1= e I8 USRS 173

Helpdesk FTES per 10,000 MEMIDEIS. ... it e eeiee e ee e e e sttt e e e sttt e e e e s ste e e e e aaneeeeeeaaas e e e e enseeeeanneeeeeaanneeeeeeannneeeesannneeeeennneeeeens 173
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Tab 9
Corporate Services Cluster
The Corporate Services Cluster is comprised of the functions of Finance and Accounting, Actuarial, Corporate Executive and Governance and the Corporate Services

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

Metric Page Definition Calculation

Corporate Services Function

Corporate Services Cost Summary
Total FTES per Corporate SEIVICE FTES.........uuiiiiiiiiie ettt et e e e ettt e e e e e e e e etteeeeeateeeeasssaeeaessssseaasanssaneeeannsnneeans 181
Corporate Services Costs per Total FTE.............
Cost of Corporate Services per FTE
Corporate Services FTEs per 10,000 Members......... 181

Corporate Services Cost per Member per Month 181
Staffing vs. Non-Labor
Corporate Services Function Total Non-Labor Cost per Total FTE 181
Corporate Services Function Total Staffing Costs per Total FTE............... 181
Corporate Services Function Total Costs per Total FTE............cccceecvveennn. 181
Corporate Services Function Total FTEs per 10,000 Members........... 181
Corporate Services Function Cost per Member per MONth..............oooiiiiii e e e e e e e as 181
Percent of Corporate Services Function Costs that are Staffing...........ccooiiiii e 181
Percent of Corporate Services Function Costs that are NON-Labor..............cccuuiiiiiiiiiiiece e 181
Percent of Corporate Services Function Costs that are OULSOUICET...............oiiiiiiiiii i e e 181
Percent of Corporate Services Function Staffing that is OULSOUICEd...........ocuiiiiiiiiii e 181
Human Resources
Span of Control
Middle Management to Top Management 182
Managers to Middle Management 182
Supervisors to Managers.................. 182
SHAT £0 SUPEIVISOIS. ...ttt e et e e e ettt e e e e ataeeeeesseeeeeassseeeeaaasseesessseeeeeansseeeeaanssaeeeaanssaeeeaansseeaesanssananennnen 182
Total Employees 10 TOP MaNaGEMENL........coc.uiiiiiie ettt ettt ettt e et eeaa bt e e be e e sabeeeaaseeaaeeeaabeeabeeesnbeeenseeanbeeenseeennneas 182
Employees Other than Top Management to Top Management 182
Middle Management, Managers and Supervisors to Top............... 182
Staff to Middle Management, Managers and Supervisors 182
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Blue Cross Blue Shield 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

= =T T - TR SSPRS 182
Professional.. 182
Clerical.............. 182
Technical...........ccccovvveeenen. 182
Sales Worker............ccc........ 182
Service Worker.................... 182
Laborer.......ccccovveeiiiiiiiis 182
Craft Worker..................... 182
Operatives Worker..... 182
Total Employees........ 182
Turnover
Recruitment Costs and Frequencies
External Hires Percent TOTal HIrES...........uuiiiiiiiiiie ettt e e e e e e e e e e e ee e e e e e e e s s e assssaaeaeaaaaeeeaeaeaanssnnnnnnes 183
Internal Hires Percent TOLal HIrES...........uuuiiiiiiiiiiie et e e e e e e e e e e e aeeeaeeeeeaaa s aasssaaeeeaaaaeeeeeeeaennnnnnnns 183
Days to Fill, External Hires 183
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 183
Employee Separations
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 183
Involuntary Separations Percent of Total 183
Retirements Percent of Total...................... 183
Other Separations Percent of Total 183
TOLAI TUINMOVET ...ttt e e e oottt et e e e e e e e e e e e e aaaeaaaaeeeeeeeeeeeeeeessasssaeeeaeaeeeeeaaannnsssssseeseaaaeeeeesaaannssssnnsnneeeeeas 183
(2] (=] 0111 o OSSO PP PPPUUPRRRRRRRRRIRt 183
PTO
PTO Days Based on Years of Employment
184
184
184
184
184
184
184
184
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Blue Cross Blue Shield Plans

Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric

Human Resources, continued

PTO, continued

Percent of Employees Based on Years of Employment

Does your plan Offer @ PTO SYSIEM 7 ...ttt e e e et e e e e st e e e e aasa et e e e anseeeeeenseeeeeanseeeeeanneeaeeanseeeeeaneneeeeann:

Human Resources Cost Summary

HR Costs per Total FTE...............

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

Staffing vs. Non-Labor

Human Resources Non-Labor Costs per Human Resources FTE
Human Resources Staffing Costs per Human Resources FTE........

Human Resources Costs per Human Resources FTE.................

Human Resources FTEs per 10,000 Members

Cost per Member per Month..........

Percent of Human Resources Costs that are NON-Labor................ouiiiiiiiii e e
Percent of Human Resources Costs that are Staffing..........cueiiiiiiii e e

Percent of Human Resources Costs that are OQULSOUICEA..............ooiiiiiiiiiiiieee e e e e e e e e e e e

Percent of Staff that is Outsourced

Employee Tenure
Percent of Employees With Less

Than One Year of Tenure.........

Percent of Employees With One to Five Years of Tenure..............
Percent of Employees With Six to Ten Years of Tenure.............

Percent of Employees With More

Than Ten Years of Tenure

Average EmPIOYEe DUAtION IN YEAIS. ........uiiiiiiiiiieeeiteiee st e e e et e e e e st e e e e e ee e e e aann et e e e aanseeeeennaneeeeanseneeeanseeeeeannneeeeeannnens

Page

Definition Calculation
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Blue Cross Blue Shield 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 196

Legal Staffing Costs Per Legal FTE........ ..ottt e e e ettt e e e ettt e e e e aneee e e en et e e e eneeeeeseneeeeeeanneeeeeeannneneeann 196

(Yo F= T @013 (3 o]l =T o I SRS 196

Legal FTEs per 10,000 Members 196

(070153 o= 1Y L= 44T o=l 0 T=T 1V o o1 o R 196
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 196
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 196
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, 196
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 196

Normal Business vs. Outside Litigation Costs

Per Member Per Month

NOIMAI BUSINESS LEGAI COSES. .....uueiiiiiie ittt ettt ettt e h et e e st e ettt e sab e e e be e e aabee e ket ambe e e eabe e eabeeeembeeeabeeeambeeanneeesnteeeanneenns 196

(@18} 7o [ Iy o =1 (0T TN 70 1= £ 196
TOLAl 14 (D) LEGAI COSES.....ueiiiiii ittt ettt ettt ettt e h et e sttt e e st e e e eab e e e bt e ek eeeeabe e emee a2 be e e em b e e e be e e smteeenbeeembeeeneeesabeaannneaan 196

Percent of Premiums and Fees

NOIrMal BUSINESS LEGAI COSES. ... .eeeiiiiiieieeiiiie ettt e ettt e e ettt e e e st e e e e s st e e e e aane e e e e eanseeeeannseeeeeanseeeeeannseeaeeannneeaesannneeeesannnees 196

Outside Litigation Costs 196
B0 e= 1 (o) T =T o 01 S SOPRR 196

Percent of Total Legal Costs

NOIMAI BUSINESS LEGAI COSES. ...cuueiiiiiie ittt ettt e e he e e e s bt e ettt e e et e e e be e e eaeee e ket aabe e e ea bt e eabe e e mbeeeabeeeambeeanneeeenbeeennneenns 196

(@18} 7o [ Iy e =1 (0T TN 70 1= £ 196
TOtAl 14 (D) LEGAI COSES......uiiiiiiiiiiie ittt ettt ettt ettt e b e e sttt e e s bt e e eab e e e bt e e s eeeeate e eaee a2 be e e amb e e e ke e e smeee e nbeeambeeebeeenabeaaanneaan 196
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Inx 1 +

Blue Cross Blue Shield Plans

Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric
Facilities

Facilities Cost Summary
L= e 1 ([ TSRO0 1S3 (3 o= o] = | N =SS
LI ] €= L ol I =S o= = Vo1 1 TS e N USRS
Facilities Costs per FACIliI®s FTE....... ..ottt e st e e et e e e s e e e e s st e e e e aneeeeeeannseeeeeannaeeeeeennneeeeeanneees
Facilities FTEs per 10,0000 Members.................

Facilities Costs per Member per Month

Facilities Cost Summary - On-Site or Internal FTEs Only
Facilities Costs per Total FTE
Total FTEs per Facilities FTE..........
Facilities Costs per Facilities FTE
Facilities FTES per 10,0000 MEMDEIS..........ueiiiiiiieeeietiiee et e e e ettt e e e et ee e s e eeeeeeaaaneeeeeaanneeeeeaanseee s e naneeeeanseeeeaanseeeeeanseeeesannneeeas
Facilities Costs per Member PEr IMONTN.........ooi it e e e e et e e e e e e e st e e e e s st e e e eanseeeeeannneeeeeannneeens

Staffing vs. Non-Labor

Total Non-Staffing Costs Per TOTAl FTE........ooo ettt et e e e e e e e e e e e et e e e e anteeeeaanneeeeeeanneeeeeanneeaens
Total Staffing Costs per Total FTE
Total Costs per Total FTE...........ccoocveenne

Total FTES per 10,000 MEMDETS.......cocoiiiiiee ittt ettt e et e e s et e e e e e et e e e e anteeeeeeamseeeeannseeaeeenneeeeesansaneeeaanneeeeeaanneeeeans
(70153 o= 1Y 1= 4 g1 o=l 0 T=T 1V o o1 o R

Percent of Facilities Costs that are Staffing...........oooo oo e e e et e e s e e e e e anneeeeaas
Percent of Facilities Costs that @re NON-Labor..............oooi e e e e e e e e e e e et eaeaaaeeeeeeeeeanaes

Percent of Facilities Costs that @are OUISOUICET...............uuiiiiiiiiiiii e e e e e e e e et eaeaaeaeeeaeeesensnnnnnneees
Percent of Facilities Staff that is OUISOUICEA. ..............ueiiiiiiieii e e e e e e e e e e e e e e e reeeeeaaeeeas
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Definition Calculation
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Blue Cross Blue Shield Plans

Tab 9. Corporate Services Cluster

Corporate Services Cluster

Metric Page Definition Calculation
Purchasing
Staffing vs. Non-Labor
Purchasing Non-Labor Cost per Purchasing FTE 199
Purchasing Staffing Costs per Purchasing FTE 199
Purchasing Costs per Purchasing FTE..................... 199
Purchasing FTEs per 10,000 Members............... 199
(70153 o= 1Y 1= 4o o=l 0= 1V o o1 o R 199
Percent of Purchasing Costs that @re NON-LabOT.............ooiiii et e et e e e e s e e e e s e e e ennnneeeeennnee 199
Percent of Purchasing Costs that are STaffing..........coeiiiiiiiiii e e et e e s e e e 199
Percent of Purchasing Costs that are Outsourced 199
Percent of Purchasing Staff that is OUISOUICEA............ooiiiiiiiiieee et e e e e e s et e e e e e e e e annnneees 199
Total Non-Labor Costs per Total Total Purchasing Costs 199
Subtotal Non-Labor Costs to Total Purchasing FTEs 199
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Inx 1 +

Tab 10
Risk Adjustment

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

Metric Page Definition Calculation
Risk Adjustment Cost Summary
Chart Reviews per 1,000 IMEMDEIS. .......ccouuiieiiiieeieieeetee et e et e e st ee e s eeeeeane e e e s aeeeeameeeeeseeeesmeeeeaseeeamseeeaanneeeanseeeeananeeanneeeeanseeennnees 203
Members per FTE..........ccccevviieeiiinnns 203
Chart Reviews per FTE per Year.......ccccooceeveviveeneeeeee 203
COSt PEI Chart REVIEW.......ccoiiieiiieeiie ettt s et e e st e e e snt e e s ne e e e sneeeeeneeeesnneeennes 203
COStS PEF FTE. ... 203
FTEs per 10,000 Members........ et e ———eeeeeee————eeeeeea————aaeaaaaa———as 203
Costs per Member per MONth..........cccooeiiiiiiiiiee e 203
Staffing vs. Non-Labor - Risk Adjustment
Risk Adjustment Non-Labor Cost per TOtal FTE........coo it s e e e st e e e e s sneeeesneeeeanneeeennneeeenseeennnee 203
Risk Adjustment Total Staffing Costs per TOtal FTE.........oo it e e e nee e e s e e e s e e enneeenneeeeennee 203
Risk Adjustment Total Costs PEr TOAl FTE..........ooi ittt et s e e et e e st e e snte e e s st e e e anseeeeanseeesnseeeenneeeeanneeenn 203
Risk Adjustment Total FTEs per 10,000 Members 203
Risk Adjustment Cost per Member PEr MONTN...........ooi i i e e e e s e e et e e sae e e sne e e s s e e e sneeeeanneeeeanneeeenneeees 203
Percent of Risk Adjustment Costs that are Staffing..........cooueiiiiioii et e e s e e nnneee s 203
Percent of Risk Adjustment Costs that @are NON-LaDOT..............coiiiiiee e e e e e et e e et e e s e e enneeeeeneees 203
Percent of Risk Adjustment Costs that are OUISOUICEA.............oueiiiiiiieie e e e e et e e st e s s e e sneeeennaeeennnes 203
Percent of Risk Adjustment Staffing that is OUISOUICEA............ooiiiiiie e e e e e e e e e eneees 203
Number of Chart Reviews
Per 1,000 Members
0] (T4 o F- | TSP SOUUPPPPP 204
Outsourced 204
LI ] €= | TSRO PPTRRPPRPPPS 205
Percent of Charts Subject to Multiple Passes
Internal 205
206
206
207
207
208
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