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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 

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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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.

Provider Relations Service Metrics:

This sub-function responds to inquiries from providers.
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Provider Contracting Metrics:

This sub-function recruits and credentials providers such as physicians and hospitals.
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Enrollment / Membership / Billing processes group and membership transactions, processes invoices and maintains population demographics.
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The Customer Services function responds to customer inquiries and coordinates appeals.
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x Members per FTE.......................................................................................................................................................................... 141
= Suspended Claims Processed per FTE per Year.......................................................................................................................... 141
x Cost per Suspended Claim............................................................................................................................................................ 141
= Costs per FTE................................................................................................................................................................................ 141
x FTEs Per 10,000 Members............................................................................................................................................................ 141
= Costs per Member Per Month........................................................................................................................................................ 141

Total Claims
x Claims Processed Per Member..................................................................................................................................................... 141
= Members Per FTE.......................................................................................................................................................................... 141
x Claims Processed Per FTE Per Year............................................................................................................................................ 141
= Cost per Claims Processed........................................................................................................................................................... 141
x Costs Per FTE............................................................................................................................................................................... 141
= FTEs Per 10,000 Members............................................................................................................................................................ 141

Costs Per Member Per Month....................................................................................................................................................... 141

Staffing vs. Non-Labor
Claims Processing Total Non-Staffing Costs per Total FTE.......................................................................................................... 141

+ Claims Processing Total Staffing Costs per Total FTE.................................................................................................................. 141
= Claims Processing Total Costs per Total FTE............................................................................................................................... 141
x Claims Processing Total FTEs per 10,000 Members.................................................................................................................... 141
= Claims Processing Cost per Member per Month........................................................................................................................... 141

Percent of Claims Processing Costs that are Staffing..................................................................................................................... 141
Percent of Claims Processing Costs that are Non-Staffing............................................................................................................. 141

Percent of Claims Processing Costs that are Outsourced............................................................................................................... 141
Percent of Claims Processing Staffing that is Outsourced.............................................................................................................. 141

Volume of Claims
Claims Received

Total Receipts Per Member Per Year............................................................................................................................................ 142

Total Receipts Rejected Per Member Per Year............................................................................................................................. 142
Total Rejected Receipts as a Percent of Total Receipts................................................................................................................ 143
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Claim and Encounter Capture and Adjudication (continued)

Metric Page Definition Calculation

Volume of Claims (continued)
Processed Claims

Paper Claims Processed Per Member Per Year........................................................................................................................... 144
Paper Claims Processed as a Percent of Total Claims................................................................................................................. 144

Electronic Claims Processed Per Member Per Year..................................................................................................................... 145
Electronic Claims Processed as a Percent of Total Claims........................................................................................................... 145

Total Claims Processed Per Member Per Year............................................................................................................................. 146
Total Claims Processed as a Percent of Total Receipts................................................................................................................ 146

Cost per Processed Claim............................................................................................................................................................. 147

Autoadjudicated Claims
Paper Claims Autoadjudicated Per Member Per Year................................................................................................................... 148
Paper Auto-Adjudication Rate........................................................................................................................................................ 148
Paper Claims Autoadjudicated as Percent of Total Claims Autoadjudicated................................................................................. 149

Electronic Claims Autoadjudicated Per Member Per Year............................................................................................................ 149
Electronic Autoadjudication Rate................................................................................................................................................... 150
Electronic Claims Autoadjudicated as Percent of Total Claims Autoadjudicated.......................................................................... 150

Total Claims Autoadjudicated Per Member Per Year.................................................................................................................... 151
Total Claims Auto-Adjudication Rate............................................................................................................................................. 151

Suspended Claims (Claims Requiring Manual Intervention)
Paper Claims Suspended Per Member Per Year.......................................................................................................................... 152
Paper Suspension Rate................................................................................................................................................................. 152

Electronic Claims Suspended Per Member Per Year.................................................................................................................... 153
Electronic Suspension Rate........................................................................................................................................................... 153

Total Claims Suspended Per Member Per Year............................................................................................................................ 154
Total Suspension Rate................................................................................................................................................................... 154

Cost per Suspended Claim............................................................................................................................................................ 155

Adjusted Claims
Total Claims Adjusted Per Member Per Year................................................................................................................................ 156
Total Adjustment Rate................................................................................................................................................................... 156
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Claim and Encounter Capture and Adjudication (continued)

Metric Page Definition Calculation

Volume of Claims (continued)

Denials
Denied Claims Per Member Per Year............................................................................................................................................ 157
Denied Claims Rate....................................................................................................................................................................... 157

Paid Claims Per Member Per Year................................................................................................................................................ 158
Paid Claims Rate........................................................................................................................................................................... 158

Claims Processing Steps, Percent of Previous
Total Claims Processed, PMPY..................................................................................................................................................... 159

Denied Claims............................................................................................................................................................................. 159
Total Appeals............................................................................................................................................................................. 160

Overturned............................................................................................................................................................................... 160
Upheld..................................................................................................................................................................................... 161

Percent of Claims by Business Line
Local.............................................................................................................................................................................................. 162
BlueCard Host................................................................................................................................................................................ 162
NASCO.......................................................................................................................................................................................... 163
FEP................................................................................................................................................................................................ 163
Government / Public...................................................................................................................................................................... 164

Total Claims Processed............................................................................................................................................................... 164

Speed of Processing
Average Inventory in Days............................................................................................................................................................... 165
Average Claims Inventory as a Percent of Total Claims Processed................................................................................................ 166

Percent of Claims Processed Within the Following Days of Receipt:
0 - 14 days....................................................................................................................................................................................... 166
15 - 30 days..................................................................................................................................................................................... 166
31 - 60 days..................................................................................................................................................................................... 166
> 60 days......................................................................................................................................................................................... 166

Total............................................................................................................................................................................................... 166

Quality
Dollar Accuracy Percent.................................................................................................................................................................. 167
Frequency Accuracy Percent........................................................................................................................................................... 167

Interest Paid per Claim Processed.................................................................................................................................................. 168
Interest Paid as a Percent of Total Health Benefits......................................................................................................................... 168
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Metric Page Definition Calculation

Information Systems Cost Summary
Total FTEs per IS FTE..................................................................................................................................................................... 171

x IS Costs per Total FTE.................................................................................................................................................................... 171
= IS Costs per IS FTE......................................................................................................................................................................... 171
x IS FTEs per 10,000 Members.......................................................................................................................................................... 171
= Cost per Member per Month............................................................................................................................................................ 171

Internal vs. Outsourced FTE Costs
Internal IS Expenses per Internal FTE............................................................................................................................................. 171
Outsourced IS Expenses per Outsourced FTE................................................................................................................................ 171

Staffing vs. Non-Labor
Information Systems Total Non-Staffing Costs per Total FTE......................................................................................................... 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 Month.......................................................................................................................... 171

Percent of Information Systems Costs that are Staffing.................................................................................................................. 171
Percent of Information Systems Costs that are Non-Staffing.......................................................................................................... 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.................................................................................................................................. 172
(c) Consultants............................................................................................................................................................................... 172
(d) Hardware Depreciation and Maintenance................................................................................................................................ 172
(e) Software Amortization and Maintenance.................................................................................................................................. 172
(f) Other Information Systems........................................................................................................................................................ 172

Total Information Systems Expenses.......................................................................................................................................... 172

Percent of Premium Equivalents
(a) Internal Employees, Including Travel and Training.................................................................................................................. 172
(b) Outsourced Employees and Contractors.................................................................................................................................. 172
(c) Consultants............................................................................................................................................................................... 172
(d) Hardware Depreciation and Maintenance................................................................................................................................ 172
(e) Software Amortization and Maintenance.................................................................................................................................. 172
(f) Other Information Systems........................................................................................................................................................ 172

Total Information Systems Expenses.......................................................................................................................................... 172
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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.................................................................................................................................. 172
(c) Consultants............................................................................................................................................................................... 172
(d) Hardware Depreciation and Maintenance................................................................................................................................ 172
(e) Software Amortization and Maintenance.................................................................................................................................. 172
(f) Other Information Systems........................................................................................................................................................ 172

Total Information Systems Expenses.......................................................................................................................................... 172

Internal Help Desk
Average Speed to Answer, Seconds............................................................................................................................................... 173
Call Abandonment Rate................................................................................................................................................................... 173
Average Handle Time, Seconds...................................................................................................................................................... 173
First Call Resolution Rate................................................................................................................................................................ 173

Inquiries per Helpdesk FTE per Year, by Type
Phone............................................................................................................................................................................................. 173
Online............................................................................................................................................................................................. 173

Total Inquiries.............................................................................................................................................................................. 173

Inquiries per Total FTE per Year, by Type
Phone............................................................................................................................................................................................. 173
Online............................................................................................................................................................................................. 173

Total Inquiries.............................................................................................................................................................................. 173

Percent of Total Help Desk Inquiries by Type
Phone............................................................................................................................................................................................. 173
Online............................................................................................................................................................................................. 173

Total Inquiries.............................................................................................................................................................................. 173

Total FTEs per Helpdesk FTE......................................................................................................................................................... 173
Helpdesk FTEs per 10,000 Members.............................................................................................................................................. 173
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Corporate Services Cluster

Metric Page Definition Calculation

Corporate Services Function

Corporate Services Cost Summary
Total FTEs per Corporate Service FTEs..................................................................................................................................... 181

x Corporate Services Costs per Total FTE..................................................................................................................................... 181
= Cost of Corporate Services per FTE............................................................................................................................................ 181
x 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............................................................................................................. 181
x Corporate Services Function Total FTEs per 10,000 Members.................................................................................................. 181
= Corporate Services Function Cost per Member per Month......................................................................................................... 181

Percent of Corporate Services Function Costs that are Staffing................................................................................................... 181
Percent of Corporate Services Function Costs that are Non-Labor............................................................................................... 181

Percent of Corporate Services Function Costs that are Outsourced............................................................................................. 181
Percent of Corporate Services Function Staffing that is Outsourced............................................................................................. 181

Human Resources

Span of Control
Middle Management to Top Management................................................................................................................................... 182
Managers to Middle Management............................................................................................................................................... 182
Supervisors to Managers............................................................................................................................................................. 182
Staff to Supervisors..................................................................................................................................................................... 182

Total Employees to Top Management......................................................................................................................................... 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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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.
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Corporate Services Cluster

Metric Page Definition Calculation

Human Resources, continued

EEO-1 Job Categories as a Percent of Total Employees
Managerial................................................................................................................................................................................... 182
Professional................................................................................................................................................................................. 182
Clerical......................................................................................................................................................................................... 182
Technical..................................................................................................................................................................................... 182
Sales Worker............................................................................................................................................................................... 182
Service Worker............................................................................................................................................................................ 182
Laborer........................................................................................................................................................................................ 182
Craft Worker................................................................................................................................................................................ 182
Operatives Worker....................................................................................................................................................................... 182
Total Employees.......................................................................................................................................................................... 182

Turnover

Recruitment Costs and Frequencies
External Hires Percent Total Hires............................................................................................................................................ 183
Internal Hires Percent Total Hires............................................................................................................................................. 183

Days to Fill, External Hires........................................................................................................................................................ 183
Days to Fill, Internal Hires......................................................................................................................................................... 183

Employee Separations
Voluntary Separations Percent of Total..................................................................................................................................... 183
Involuntary Separations Percent of Total.................................................................................................................................. 183
Retirements Percent of Total..................................................................................................................................................... 183
Other Separations Percent of Total........................................................................................................................................... 183

Total Turnover........................................................................................................................................................................... 183
Retention................................................................................................................................................................................... 183

PTO
PTO Days Based on Years of Employment

1 year......................................................................................................................................................................................... 184
3 years....................................................................................................................................................................................... 184
5 years....................................................................................................................................................................................... 184
10 years..................................................................................................................................................................................... 184
15 years..................................................................................................................................................................................... 184
20 years..................................................................................................................................................................................... 184
25 years..................................................................................................................................................................................... 184

Total......................................................................................................................................................................................... 184
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Corporate Services Cluster

Metric Page Definition Calculation

Human Resources, continued

PTO, continued
Percent of Employees Based on Years of Employment

1 year......................................................................................................................................................................................... 184
3 years....................................................................................................................................................................................... 184
5 years....................................................................................................................................................................................... 184
10 years..................................................................................................................................................................................... 184
15 years..................................................................................................................................................................................... 184
20 years..................................................................................................................................................................................... 184
25 years..................................................................................................................................................................................... 184

Total......................................................................................................................................................................................... 184

Does your plan offer a PTO system?........................................................................................................................................... 184

Human Resources Cost Summary
HR Costs per Total FTE.............................................................................................................................................................. 185

x Total FTEs per HR FTE............................................................................................................................................................... 185
= HR Costs per HR FTE................................................................................................................................................................. 185
x HR FTEs per 10,000 Members.................................................................................................................................................... 185
= HR Cost per Member per Month.................................................................................................................................................. 185

Staffing vs. Non-Labor
Human Resources Non-Labor Costs per Human Resources FTE................................................................................................ 185

+ Human Resources Staffing Costs per Human Resources FTE..................................................................................................... 185
= Human Resources Costs per Human Resources FTE.................................................................................................................. 185
x Human Resources FTEs per 10,000 Members............................................................................................................................. 185
= Cost per Member per Month.......................................................................................................................................................... 185

Percent of Human Resources Costs that are Non-Labor.............................................................................................................. 185
Percent of Human Resources Costs that are Staffing................................................................................................................... 185

Percent of Human Resources Costs that are Outsourced............................................................................................................. 185
Percent of Staff that is Outsourced................................................................................................................................................ 185

Employee Tenure
Percent of Employees With Less Than One Year of Tenure....................................................................................................... 186
Percent of Employees With One to Five Years of Tenure........................................................................................................... 188
Percent of Employees With Six to Ten Years of Tenure............................................................................................................. 190
Percent of Employees With More Than Ten Years of Tenure..................................................................................................... 192

Average Employee Duration in Years.......................................................................................................................................... 194
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Corporate Services Cluster

Metric Page Definition Calculation

Legal

Staffing vs. Non-Labor
Legal Non-Labor Cost per Legal FTE............................................................................................................................................ 196

+ Legal Staffing Costs per Legal FTE............................................................................................................................................... 196
= Legal Costs per Legal FTE............................................................................................................................................................ 196
x Legal FTEs per 10,000 Members.................................................................................................................................................. 196
= Cost per Member per Month.......................................................................................................................................................... 196

Percent of Legal Costs that are Non-Labor................................................................................................................................. 196
Percent of Legal Costs that are Staffing...................................................................................................................................... 196

Percent of Legal Costs that are Outsourced................................................................................................................................ 196
Percent of Legal Staff that is Outsourced.................................................................................................................................... 196

Normal Business vs. Outside Litigation Costs
Per Member Per Month
Normal Business Legal Costs........................................................................................................................................................ 196
Outside Litigation Costs................................................................................................................................................................. 196

Total 14 (b) Legal costs............................................................................................................................................................... 196

Percent of Premiums and Fees
Normal Business Legal Costs........................................................................................................................................................ 196
Outside Litigation Costs................................................................................................................................................................. 196

Total 14 (b) Legal costs............................................................................................................................................................... 196

Percent of Total Legal Costs
Normal Business Legal Costs........................................................................................................................................................ 196
Outside Litigation Costs................................................................................................................................................................. 196

Total 14 (b) Legal costs............................................................................................................................................................... 196
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Corporate Services Cluster

Metric Page Definition Calculation

Facilities

Facilities Cost Summary
Facilities Costs per Total FTE........................................................................................................................................................ 197

x Total FTEs per Facilities FTE........................................................................................................................................................ 197
= Facilities Costs per Facilities FTE.................................................................................................................................................. 197
x Facilities FTEs per 10,0000 Members........................................................................................................................................... 197
= Facilities Costs per Member per Month......................................................................................................................................... 197

Facilities Cost Summary - On-Site or Internal FTEs Only
Facilities Costs per Total FTE........................................................................................................................................................ 197

x Total FTEs per Facilities FTE........................................................................................................................................................ 197
= Facilities Costs per Facilities FTE.................................................................................................................................................. 197
x Facilities FTEs per 10,0000 Members........................................................................................................................................... 197
= Facilities Costs per Member per Month......................................................................................................................................... 197

Staffing vs. Non-Labor
Total Non-Staffing Costs per Total FTE......................................................................................................................................... 198

+ Total Staffing Costs per Total FTE................................................................................................................................................. 198
= Total Costs per Total FTE.............................................................................................................................................................. 198
x Total FTEs per 10,000 Members................................................................................................................................................... 198
= Cost per Member per Month.......................................................................................................................................................... 198

Percent of Facilities Costs that are Staffing................................................................................................................................... 198
Percent of Facilities Costs that are Non-Labor.............................................................................................................................. 198

Percent of Facilities Costs that are Outsourced............................................................................................................................. 198
Percent of Facilities Staff that is Outsourced................................................................................................................................. 198
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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
x Purchasing FTEs per 10,000 Members......................................................................................................................................... 199
= Cost per Member per Month.......................................................................................................................................................... 199

Percent of Purchasing Costs that are Non-Labor........................................................................................................................ 199
Percent of Purchasing Costs that are Staffing............................................................................................................................. 199

Percent of Purchasing Costs that are Outsourced...................................................................................................................... 199
Percent of Purchasing Staff that is Outsourced........................................................................................................................... 199

Total Non-Labor Costs per Total Total Purchasing Costs........................................................................................................... 199
Subtotal Non-Labor Costs to Total Purchasing FTEs.................................................................................................................. 199
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Risk Adjustment Cost Summary
Chart Reviews per 1,000 Members.................................................................................................................................................. 203

x Members per FTE............................................................................................................................................................................. 203
= Chart Reviews per FTE per Year...................................................................................................................................................... 203
x Cost per Chart Review...................................................................................................................................................................... 203
= Costs per FTE................................................................................................................................................................................... 203

FTEs per 10,000 Members............................................................................................................................................................... 203
Costs per Member per Month........................................................................................................................................................... 203

Staffing vs. Non-Labor - Risk Adjustment
Risk Adjustment Non-Labor Cost per Total FTE.............................................................................................................................. 203

+ Risk Adjustment Total Staffing Costs per Total FTE........................................................................................................................ 203
= Risk Adjustment Total Costs per Total FTE...................................................................................................................................... 203
x Risk Adjustment Total FTEs per 10,000 Members........................................................................................................................... 203
= Risk Adjustment Cost per Member per Month.................................................................................................................................. 203

Percent of Risk Adjustment Costs that are Staffing............................................................................................................................ 203
Percent of Risk Adjustment Costs that are Non-Labor....................................................................................................................... 203

Percent of Risk Adjustment Costs that are Outsourced...................................................................................................................... 203
Percent of Risk Adjustment Staffing that is Outsourced..................................................................................................................... 203

Number of Chart Reviews
Per 1,000 Members

Internal.............................................................................................................................................................................................. 204
Outsourced....................................................................................................................................................................................... 204

Total................................................................................................................................................................................................ 205

Percent of Charts Subject to Multiple Passes
Internal.............................................................................................................................................................................................. 205
Outsourced....................................................................................................................................................................................... 206

Total................................................................................................................................................................................................ 206

Percent of Charts Reviews: Internal vs. Outsourced
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Total................................................................................................................................................................................................ 208
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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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