Kentucky Employees’ Health Plan — Status Report

4th Quarter, 2023

Attachment F — Anthem Performance Guarantees

Page F-1

The Commonwealth of Kentucky (KEHP)

Contract Period: 1/1/2023 - 12/31/2023

O 1 Ot 2 O 3 Ot 4 Quarterly Contract Results
Jan Feb Mar \ Apr May Jun ‘ Jul Aug Sep Oct Nov Dec Ol Qw2 O3 Qw4 |YTD
— == == ==
Claim Timeliness 14 Days Goal: 90.00%
Performance  99.01% 99.30% 99.02%  99.43% 98.88%  98.60%  98.36%  99.01%  97.64% 98.22% 99.43%  98.92% 99.10% 9896%  98.36% 98.86%  98.83%
Goal Var. 901%  9.30% 9.02%  9.43% 8.88% 8.60% 8.36% 9.01% 7.64% 8.22% 9.43% 892%  9.10% 896%  836%  886% 8.83%
PG Status Met Met Met Met Met
Claim Timeliness 30 Days Goal: 98.00%
Performance 99.73% 99.88% 99.84% 99.85% 99.63%  99.30%  99.50% 99.59%  99.80% 99.79%  99.80% 99.69% 99.81% 99.58% 99.63% 99.76%  99.70%
Goal Var. 173%  1.88% 184%  1.85% 1.63% 1.30% 1.50% 1.59% 1.80% 1.79% 1.80% 169%  181% 158%  163%  1.76% 1.70%
PG Status Met Met Met Met Met
Claim Adjustment Inventory 30 Days Goal: 5.00%
Performance  11.54%  3.00% 4.34%  1.85% 6.87%  275%  4.84%  671%  982%  4.44%  1.10% 256% 531% 357%  6.29% 254%  4.81%
Goal Var. 654% -200%  -066%  -3.15% 187%  -225%  -0.16% 1.71% 482%  -056%  -3.90%  -244%  031%  -1.43%  129%  -246% -0.19%
PG Status Missed Missed Missed Missed Missed Met Missed Met Met
Claim Financial Accuracy Goal: 99.00%
Performance  100.00% 99.58% 97.28%  99.26% 99.99% 100.00%  98.75%  99.90%  99.06% 92.72% 100.00%  98.43% 98.88% 99.73%  99.22% 96.81%  98.77%
Goal Var. 100% 058%  -172%  0.26% 0.99% 100%  -0.25% 0.90% 006%  -6.28% 1.00%  -057%  -0.12% 073%  022%  -219% -0.23%
PG Status Missed Missed Missed Missed Missed Met Met Missed Missed
Claim Payment Accuracy Goal: 97.00%
Performance  100.00% 96.00% 97.58%  99.19% 96.72%  98.39%  96.00%  96.00%  97.56% 97.60% 100.00%  97.58% 97.85% 98.11%  96.51% 98.39%  97.72%
Goal Var. 3.00% -1.00% 058%  2.19% -0.28% 139%  -1.00%  -1.00% 0.56% 0.60% 3.00% 058%  085% 111%  -049%  1.39% 0.72%
PG Status Missed Missed Missed Missed Met Met Missed Met Met
First Call Resolution Goal: 85.00%
Performance  97.46% 97.23% 96.89%  97.03% 97.40%  97.16%  97.05%  96.42%  96.50% 94.97% 95.49%  97.75% 97.22% 97.20%  96.65% 95.96%  96.76%
Goal Var. 1246% 12.23%  11.89%  12.03% 1240%  1216%  1206%  11.42%  1150% 0907%  10.49%  1275% 1222%  1220%  11.65%  10.96%  11.76%
PG Status Met Met Met Met Met
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Kentucky Employees’ Health Plan — Status Report
4th Quarter, 2023
Attachment G — CVS Performance Guarantees

Page G-1
Performance Guarantees Tracking & Reporting
’CVSHeCdth Commonwealth of Kentucky
For period ending: 12/31/2023
Guarantees '-I'arget Thrsh | Q1: Jan - Mar | Q2: Apr -Jun | Q3: Jul - Sep | Q4:0ct - Dec| Year EG_S% Actual Penalty
01 . Retail Network Greater 5.0 Mile(s) 95 F1 F1 F1 F1 100 15,000.
Pharmacy Access- Than or
Nationwide Equal To Thr Dollar Per PG
02 - Paper Claims Less than 5 Business 95 2 2 1 2 F2 11,250.
y 'I(;nljggzround Time - {JOrEquaI Day(s) - Dollar Per PG
03 . Mail Turnaround Time - |Greater 2 Business 95 98 97 96 94 F2 11,250. 11,250.00
Clean Eg?]ra‘lo'lfo Usy(s) Thr Dollar Per PG
04 . Mail TAT Met Met Met Met F2[  11,250.
Dollar Per PG
04a . Mail Turnaround Time - Greater 5 Business 97 99 99 99 98 F2
Non Clean Egiglo'lto Day(s) e Dollar Per PG
04b . Mail Turnaround Time - |Lessthan 5 Business| 100 1 1 1 1 F2
» Non Clean - 2 toorEqual Day(s) Tt Dollar Per PG
05 . Mail Service Greater 99.99 % 100 100 100 99.99 F2| 11,250
Accuracy - Non Std Egiglo{o - Dollar Per PG
06 . Electronic Claims Greater 99.95 % Met Met Met Met F2 11,250.
RisangAony [fmo o Dol Per PG
07 . Telephone Speed of Met Met Met Met F2 37,500.
Answer Dollar Per PG
07a . Telephone Average Less than 25 Sec(s) 2 4 4 b F2
" Live Voice Answer lnorEquaI - Dollar Per PG
07b . Telephone Speed of  |Greater 30 Sec(s) 85 93 98 97 98 F2
Roeper= 38 EgigloTro Thr Dollar Per PG
08 . Telephone Less than 3% 15 0 0 0 0 F2 18,750
ﬁilain\ﬁl;r;r;ant Rate - ;:;rEqual Tot Dollar Per PG
09 . First Call Resolution  |Greater 95 % 99 99 99 99 F2 37,500.
E’;ﬁ’;f{o Tot Dollar Per PG
10a . Written Inquiry - 1 Greater 5 Business 97 100 100 100 100 F2 5,625,
EroniTo Paree) | Dollar Per PG

Doc ID; 64124
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Kentucky Employees’ Health Plan — Status Report

4th Quarter, 2023
Attachment G — CVS Performance Guarantees
Page G-3

Performance Guarantees Tracking & Reporting

Commonwealth of Kentucky

¥ CVSHealth

For period ending: 12/31/2023

Guarantees ’Target Thrsh | Q1: Jan - Mar | Q2: Apr -Jun | Q3: Jul - Sep | Q4:0ct - Dec| Year Pel;la:y Actual Penalty
n
Penalty Sum: 11,250.00
Paid Sum: 0.00
Net Due: 11,250.00
Footnotes:

F1: Quarterly stat not applicable to specific guarantee
F2: Annual stat not applicable to specific guarantee
F3: Stat not applicable to contractyears 2 and beyond
c= Client Specific Guarantee

cl= Coalition Specific Guarantee (also indicates TPA
or healthplan specific guarantee)

L= Guarartee covers all lines of business
t = Tiered Penalty w= Weighted Average
Measurement Basis: Tgt=Target Thr=Threshold

NOTE: Met = Performance Guarartee Achieved
NOTE: N/A = Results are reported as N/A when no activity occurred for that particular PG CONFIDENTIAL - For Client and CVS/caremark Use Only
NOTE: Payment due by 1 ity (30) days after End of CntYrRpt Crd Sub Monthly, Quarterly and Semi-annual data are unaudited statistics and are subject to

change at year end.
50)2015 CVS/caremark. All Rights Reserved.
06-34332b 050115

Doc|D: 64124 Page 3 of 3
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Kentucky Employees’ Health Plan — Status Report

4th Quarter,
Attachment
Page I-1

2023
| - WebMD Performance Guarantees

Fees at Risk

Category Description
The Availability Test is designed to measure 2% of the monthly Portal Fees as 99.50% Met, 100%
performance-adjusted availability. Overall response ated damages for each
time is not considered during this test, unless the incremental 0.50% reduction in
availability threshold is exceeded. monthly Availability, as set forth
below:
- 99.00 - 99.49: 2%
- 98.50 - 98.99: 4%
- 98.00 - 98.49: 6%
- 97.50 - 97.99: 8%
- Below 97.50%: 10%
Response Average The Average Response Time test is designed to ensure 1% of monthly Portal Fees as 5 seconds Met, less than 1 second
Time Response that the site provided by WebMD is, on average, liquidated damages for each
Time Test delivered to the Commonwealth in a timely manner. This incremental second increase in
test is measured from within the WebMD hosting sites monthly Average Response Time, as
and is calculated as being from when a webpage is set forth below:
requested until the first byte is returned. - 5-6 seconds: 1%
- 6-7 seconds: 2%
- 7-8 seconds: 3%
- 8-9 seconds: 4%
- >9 seconds: 5%
Satisfaction - |Participant The Performance Guarantee will be met if ninety percent 0.5% of annual Portal Fees payable as 90% or more Still calculating
End User Satisfaction (90%) or more of the responses across all questions and liquidated damages of the
respondents equal a 4 (Agree) or a 5 (Strongly Agree). responses
Participant satisfaction will be measured annually by the across all
administration of the survey questions outlined in the questions and
Participant Satisfaction Evaluation attached hereto as respondents
Attachment A. The survey will be presented after an equala 4
ible Employee has been registered for a minimum of (Agree)ora s
one (1) month. (Strongly
Agree).
Satisfaction - [Customer The Performance Guarantee will be met if ninety percent (90%) or |0.5% of annual Portal Fees payable as 90% or more Still calculating
Client Satisfaction more of the total responses across all questions are "Strongly liquidated damages of the
Agree" (5) or "Agree" (4). responses
across all
Commonwealth's satisfaction will be measured annually questions and
by the administration of the survey questions outlined in respondents
the Commonwealth Satisfaction Evaluation attached equala 4
hereto as Attachment B. (Agree) ora s
The survey will be administered within four (4) weeks (Strongly
after the end of the program year via an online survey Agree).
tool. A minimum of five (5) participants who interacted
directly with the WebMD Account Team (collectively
the Strategic Account Executive and the Client Success
Manager) on a regular basis. The participants must
identify themselves on the survey.
Scoring will be measured by the number of respondents
who select a rating of Strongly Agree (5) or Agree (4).
Responses of “Not Applicable” and responses left blank
will not be included in the Performance Guarantee
calculation.
Reporting On-Time WebMD will make available the monthly, quarterly, annually 1% of the monthly, quarterly, or annual By the 10th Met
Delivery of Corelnsights reports available to the Commonwealth by the tenth |Portal Fees payable as liquidated day after
Reports (10th) day after such Corelnsights report is due. damages, as applicable, if the period in report is due to
which the Corelnsight reports are client.
available to the Commonwealth is
greater than ten (10) days after the
applicable period.
Call Center Speed to The Performance Guarantee will be met if eighty 1% of the annual Portal Fees 80% Met
Answer percent (80%) of total calls annually are answered payable as liquidated damages (confirming final calculation)
within the first thirty (30) seconds. if the total calls annually are not
answered within the first thirty (30)
seconds.
Call Center Abanonment | The Performance Guarantee will be met if less than 1% of the annual Portal Fees Less than 5% Met
Rate five percent (5%) of total inbound calls annually are payable as liquidated damages if (confirming final calculation)
abandoned before the phone is answered by the more than five percent (5) of the
Customer Service Representative. total inbound calls annually are
abandoned before the phone is
answered by the Customer Service
Representative.
Upon receipt of a clean enroliment file from the Commonwealth,  |0.5% of the annual Portal Fees payable Within 48 Met
WebMD will process enroliment within 48 hours. as liquidated damages if the enrollment hours
file is processed within 48 hours.
Incentives Incentives and rewards provided to participants in the wellbeing  |0.5% of the annual Portal Fees payable 100% Did not meet
Management Iment program will be 100% accurate. as liquidated damages. (does KY agree?)
Incentives Self-Reported |99% of self-reported incentivized activity will be captured and 0.5% of the annual Portal Fees payable 99% Met
Management awarded within 24 hours of the participant’s online submission of uidated damages.
the activity.
Incentives HA and 99% of HRQs and biometric screenings be captured and 0.5% of the annual Portal Fees payable 99% Met
Management |Biometrics incentivized accurately. uidated damages.
Incentives
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