MEDICAL RFP 

APPENDIX K

Performance Guarantees


PERFORMANCE GUARANTEES - MEDICAL

Performance standards are to be CABQ specific and not include the entire block of the contractor’s business.  The definitions contained in the performance guarantees will be consistent for all CABQ entities. Although the standards are the same for all entities, evaluation of performance relative to the guarantees will be done on an entity-by-entity basis.

The penalty assessments will be determined upon negotiation of final contract terms. CABQ reserves the right to verify the information provided.

Measurements, criteria, and penalties shown here are proposed only, although several are minimum requirements, and are noted as “Non-Negotiable”.  Permanent measurements, criteria, and penalties will be based on RFP and final negotiations.

PROPOSED PERFORMANCE GUARANTEES - MEDICAL
	PERFORMANCE SERVICE AREA
	STANDARD
	DEFINITION
	MEASUREMENT FREQUENCY/ CRITERIA
	PENALTY

	Medical Claims Processing
	

	Claims processing accuracy

Non-Negotiable
	95%
	The percentage of audited CABQ claims processed accurately.  Calculated as the total number of audited claims processed with error, divided by the total number of audited claims.  Definition of “error” includes any type of error (e.g., procedural, system, payment (etc.), whether a payment or non-payment error.  Each type of error is counted as one full error and no more than one error can be assigned to one claim.
	Quarterly, with monthly reporting to CABQ.  Based on randomly selected statistical audit sample results.
	

	Medical Claims Processing
	

	Financial payment accuracy

Non-Negotiable
	99.00%
	The percentage of audited CABQ claims dollars paid accurately.  Calculated as total audited paid dollars minus the absolute value of over- and underpayments, divided by total audited paid dollars
	Quarterly, with monthly reporting to CABQ.  Based on randomly selected statistical audit sample results.
	

	Turnaround time (TAT)

Non-Negotiable
	93% of all claims processed within 14 days with payment to providers, Members within the next 7 days
	The percentage of claims processed within a specified number of calendar days.  TAT is measured from the date the claim is received by Contractor  to the date it is processed (i.e., paid, denied, or pended for external information)
	Quarterly, with monthly reporting by computer generated report to CABQ.
	

	
	

	Telephone response time
	Average speed of answer within 30 seconds or less
	The amount of time that elapses between the time a call is received into the phone system to the time answered by a representative (live voice answer). 
	Quarterly, with monthly reporting to CABQ of CABQ-specific results
	

	Abandonment rate
	Not to exceed 5%
	Percentage of calls that are unanswered calls (i.e., caller hangs up. 
	Quarterly, with monthly reporting to CABQ of CABQ-specific results
	

	Account Management
	

	Account Team Performance Appraisal

Non-Negotiable
	Overall performance is a composite score of 3 or better
	CABQ will evaluate the Contractor’s designated Account Management team, according to Performance Evaluation included in Appendix B.  Scale is as follows:
Score
Description
4.
Exceeds Expectations

3 Meets Expectations

2 Needs Improvement

1
Unacceptable
	Semi-annually by joint meeting with CABQ and Contractor no later than 45 days following the end of the semi-annual period.
	

	Account Management
	

	Timely and accurate report delivery.


	CABQ would identify reports that are to be supplied, month, quarterly, and annually. Detailed claims & eligibility data used for data warehousing should be supplied quarterly. Should require a monthly report of all claims affected by retroactive terminations or other eligibility changes.
	CABQ receipt
	TBD 
	

	ID card turnaround time
	100% Within 10 working days of receipt of the eligibility information
	The amount of time elapsed from the date of receipt of eligibility information to the date ID cards are mailed to members.


	Quarterly
	TBD

	ID card accuracy
	100%
	ID cards must contain correct benefit information.


	Quarterly
	TBD


SUMMARY OF PERFORMANCE GUARANTEES

	Performance Guarantee
	Amount at risk
	Total at Risk
	Purpose

	Medical Claims Processing Accuracy and Financial Payment Accuracy
	TBD
	Up to 4% of Administrative Fees.
	To maintain focus on CABQ expenditures 

To ensure accurate tracking with regard to CABQ expenditures

	Medical Claims Turnaround Time and Customer Service
	TBD
	Up to 6% of Administrative fees.
	To maintain focus on CABQ issues 

	Account Management: 

Account Team Performance Appraisal 
	TBD
	Up to $6,000 per year per Agency.
	To ensure prompt and accurate response to CABQ members



	Report Delivery
	TBD
	Undetermined
	To ensure timely data transfer between the parties


Penalty Payment Schedule:
Quarterly penalties will be paid within 60 days following the end of the Quarter

Annual penalties will be paid within 60 days following the end of the Agreement year

Report delivery penalties will paid within 30 days following the report due date
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