Bid Form 3 – Performance Targets
Instructions

Please indicate the performance targets you are willing to provide and report on quarterly.  If you disagree with the target, please provide an alternative target.
	Category/Measure
	Performance Target
	Agree or Disagree on Target

	
	
	

	Claim Administration
	
	

	Turnaround Time
	90% 21 calendar days
	

	Financial Accuracy
	99%
	

	Processing Accuracy
	97%
	

	Member Service
	
	

	Speed of Answer
	80% below 30 seconds
	

	Abandon Rate
	< 3%
	

	First Call Resolution
	90%
	

	Overall Service/Account Management
	7 or better on 10 point scale
	

	Medical Management
	
	

	Case Management / Large Case Management
	At least 3% of population in active Case / Large Case Management
	

	Disease Management
	30% in active Disease Management
	

	Mail Order
	10% mail order utilization

	


