370074 State of Nevada Public Employees' Benefits Program

Life Performance Guarantees

Due to internal

Service Metric Measurement How Measured Fee at Risk Owner e Results Details (Q3) Gua.rantee
management team Achieved?
by
Forms were requested on 4/18/22
Enroliment materials E”’°”'.“e”t materials completed/shipped within agreed Implementation Tracking .3% of premium Emily Doehr 8/1/2022 meeting with PEBP. Sent cus?0m|zed Yes
upon timeframe forms and flyers on 5/9/22, prior to
their May board meeting.
Final setup information received on
Draft certificate issued |30 days from receipt of set up information Implementation Tracking .3% of premium Emily Doehr 8/1/2022 4/29/22, first drafts issued to PEBP Yes
on 5/27/22.
Systems ready for claims/customer service within the
Client Implementation following days from receipt of complete set up "Complete setup information (final
ent Implementatio information: UAF and questionnaire) received for
employer portal access for billing and
reporting on 4/29/22, system ready
System Readiness Implementation Tracking| .3% of premium Emily Doehr 8/1/2022 on 5/11/22. Yes
45 days list billed groups (excludes EDI) Second (final) draft of COCs
30 days for self billed groups approved by PEBP on 6/21/22, finals
issued to PEBP on 6/22/22, claims
ready in OnBase on 6/24/22."
Life Claims - 97% of claims processed within 10 days of receipt of Claim Turn Around
Timeliness of claim | "™ * inforrf]aﬁon Y P Reborts .3% of premium Geoff Crain 6/16/2023 95.0% No
payment P P
97% of claims approved and payment issues, or
Claim Processing Complete ITlfe Claim — cla|m§ denled.and Iettgr ma|leq in five business days | Quarterly claim decision 3% of premium Geoff Crain 6/16/2023 85.0% No
Decision following receipt of all information necessary to make report
a claim decision.
L'fif(ﬂf;i”;qsga’;rcnc:;fcy 98% of claims processed accurately Internal Claims Audit | 3% of premium Geoff Crain 6/16/2023  |99.0% Yes
Accurate reporting Account
Employer Reporting provided 45 days after |Claim reporting sent out to employer Reporting Send Date .3% of premium managment
the end of the quarter 9
Claim Customer Service A"erzgnesfv‘;‘:e" of  180% in less than 30 seconds Call Center Statistics | .3% of premium Geoff Crain 6/16/2023 100.0% Yes
Abandonment Rate  |<5% abandonment rate Call Center Statistics .3% of premium Geoff Crain 6/16/2023 1.0% Yes
UHCSB performs satisfactory ongoing, day-to-day Based on average score
. . . . = - of 5 out of 10 on the o . Account
Account Management Client Satisfaction |account management in the opinion of the client's HR . .3% of premium
N standard client loyalty managment
and/or benefits staff.
survey.
. The lesser of 3% or
Total at Risk $50,000
UHC Payments Q3 FY23
Jan. S 259,384.32
Feb. S 260,371.20
Mar. S 260,666.88
Q1 Total S 780,422.40
Penalty % 0.60%
Penalty $ S 4,682.53




	Sheet1

