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Attachment 4
Performance Guarantee Standards Provisions

Medical (excludes Prescription Drugs)

	Category
	Standard
	Measurement
	Percentage of Fees at Risk
	Proposed/Deviations

	Claims Processing

	Claims Financial Accuracy
	99% payment accuracy ratio
	Total dollars paid correctly (total dollars actually paid minus the absolute value of overpayments and underpayments) divided by total dollars that should have been paid for the audited sample.  Prescription Drug claims are excluded from this measurement.
	Maximum Annual

Penalty:  $150,000
	

	Claim Coding Accuracy
	95% coding accuracy ratio
	Total number of claims correctly processed divided by the total number of claims audited.  Prescription Drug claims are excluded from this measurement.
	Maximum Annual

Penalty:  $150,000
	

	Claims Turnaround
	90% within 10 business days; 98% within 22 business days; Pended claims not to exceed 6% of processed claims
	Time from the date a claim is received to the date it is processed (i.e., paid, pended or denied) excluding weekends and holidays (clean claims only).  Prescription Drug claims are excluded from this measurement.
	Maximum Annual

Penalty:  $150,000
	

	Customer Service

	Telephone Response Time (with a live person)
	100% within 30 seconds
	Telephone system should provide statistics regarding time from call connecting to the 800# to the time it is answered by a live person.
	Awardee and MDC will monitor response time to ensure optimal performance is met, and will meet as needed to address performance issues.

Maximum Annual Penalty:  $25,000
	

	Telephone Abandonment Rate
	Less than 5%
	Percentage of calls in which the caller hangs up before the call is answered by a live person.
	Awardee and MDC will monitor response time to ensure optimal performance is met, and will meet as needed to address performance issues.

Maximum Annual Penalty:  $25,000
	

	ID Cards
	98% mailed within 5 business days
	Time from the date of receipt of each electronic eligibility file to the date the ID card is mailed excluding weekends and holidays.
	With the exception of the annual open enrollment period, Awardee agrees to the standard requiring 98% of ID cards being mailed within 5 business days of receipt of a valid eligibility file.  During the peak open enrollment period, Awardee will commit to a standard of mailing 98% of ID cards within 10 business days.

Maximum Annual Penalty:  $100,000
	

	Annual Employee Satisfaction Survey
	Achieving agreed-upon employee satisfaction results each  year during contract period
	Survey instrument to be developed by County and agreed upon with Contractor that facilitates separate reporting for members currently enrolled with Contractor vs. newly enrolled members beginning in 2016.  Each category of membership will be separately evaluated and the maximum annual penalty will be divided equally between the two (2) categories.
	Contractor is expected to achieve satisfied or very satisfied survey results of 85% or higher for the members enrolled with Contractor prior to 2016.  For new enrollees in 2016, Contractor is expected to achieve satisfaction results of 75% or higher.

Maximum Annual Penalty:  $150,000
	

	Eligibility
	

	Turnaround
	Bi-weekly eligibility electronic files updated daily
	Electronic acknowledgement of file receipt and confirmation of date update performed provided to the County within one (1) business day after the file is posted to the County server.
	Maximum Annual Penalty:  $50,000
	

	Accuracy 
	98% of all eligibility records complete and accurate
	Total number of records complete and accurate divided by the total number of records audited.  
	Maximum Annual Penalty:  $150,000
	

	Reporting

	Release of Reports
	Provided within specified days of end of reporting period, based on report
	Time from the date the reporting period closes to the date the report is mailed.  Reporting period close is dependent on the frequency of the specific report.
	Awardee will provide MDC with agreed-upon reports in electronic format within 15 business days after the end of the reporting period.

Maximum Annual Penalty:  $0
	

	Implementation

	Miami-Dade County Satisfaction
	Meet 95% of all targets agreed upon by the County and the Contractor
	Implementation schedule will be mutually established with measurable targets and commitments 
	Maximum Annual Penalty:  $25,000
	

	Annual Customer Satisfaction

	Miami-Dade County Satisfaction
	Satisfaction with ongoing relationship as defined by the service categories 
	Service categories are as follows:

Evaluation categories:

· Continuity of Account Management Team

· Responsiveness regarding claims issues

· Follow up on pending items

· Appropriate level of training provided to

· Member Service Unit

· On-Site representatives

· Claims staff

· Accessibility of Contractor’s Account Management/Executive team
Measurement criteria:

Scale:  5 = Outstanding


4 = Above Satisfactory


3 = Satisfactory


2 = Needs Improvement


1 = Unsatisfactory

Maximum Achievable Score = 25

Performance Guarantee at Risk:  $25,000

Score:


20 – 25 = 
$0 Penalty


15 – 19 = 
$5,000 Penalty


10 – 14 = 
$15,000 Penalty


Below 10 = 
$25,000 Penalty
	
	

	Provider Network

	Provider Turnover
	Less than 7% annually
	Percentage of providers who left the network voluntarily during the plan year.
	Awardee agrees to a Provider turnover rate of 7% or less

Maximum Annual Penalty:  $50,000
	

	
	

	Total % of Annual Fees at Risk
	Total Annual Dollars at Risk
	Deviations

	100%
	$1,000,000
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