Attachment 14. Performance Standards

During the term of this Agreement, Contractor shall meet or exceed the Performance Standards identified
in this Attachment. Contractor shall be liable-responsible for payment of penalties that may be assessed
by the Exchange with respect to Contractor’s failure to meet or exceed the Performance Standards in
accordance with the terms set forth at Section 6.1 of the Agreement and in this Attachment.

The assessment of the-penalties by the Exchange shall be determined on an annual basis in accordance
with the computation methodology set forth in this Attachment. In no event shall-and-shall-be-based-eon
thefollowing-conditions:{(i) the total amount at risk with respect to Contractor’s failure to comply with the
Performance Standards shau—net—exceed ten—pereent—@-@%)—e#thetetakpamerpahenﬁeethat—fs—pawble

JrndeJcal—Maert—and—few—three three percent (43%) for Covered Callfornla for Small Busmess Add|t|onally,
the amount of Contractor’s penalty; , A
respeet—to@entnaetepsﬂfa#ufete#teetaﬁerfepmaneesmnda;d shall be offset Qe—FedHeed-) by any
Service-LevelCcredit that is provided in the event that Contractor exceeds a Performance Standard in a
separate category and-or if the Exchange fails to meet its Performance Standards as described belows:.

Credits from one category may be used to offset penalties in that cateqory, or applied to offset penalties

The Exchange mustwill also comply with the Performance Standards as described in Group 4-herein. In
the event that the Exchange does not satisfy a Performance Standard, based on the final calendar year-
end data, the Exchange shallwill provide credits to Contractor which willean be applied to any penalties
accrued to Contractor. Such credits may reduce up to 15% of Contractor’s performance penalties-that

may-be-assessed.

The Exchange will calculate penalties and credits at the end of each calendar year, based on-the

Contractor’s final year-end data for each performance standard beginning with Group 1 and 2 and the

Exchange’s final year-end data for Group 4-atthe-end-of thecalendaryear. The Exchange’s calculations
will be provided to Contractor through the Initial Contractor Performance Standard Evaluation Report,

covering Groups 1, 2, and 4, which the Exchange will send to the-Contractor for review no later than

Januapv—34Februarv 28t of the foIIowmq calendar vearw@n—sgeeatendapdaysrafteemeend—ef—the

performance-standards—In no event shall the total credits to Contractor exceed the total amount of the
performance penalty owed to the Exchange by Contractorthat—m—ay—beassessed Gentraeteps—shau
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Contractor shall remit payment to the Exchange within 3630 calendar days of receiving the Final
Contractor Performance Measurement Evaluation Report and invoice.

If the-Contractor does not agree with either the Initial or Final Performance Standard Evaluation Report,
Contractor may dispute the Report in writing within thirty (30) calendar days of receipt_of that Report.
The written notification of dispute shall provide a detailed explanation of the basis for the dispute. The
Exchange shall review and provide a written response to the-Contractor’s dispute within thirty (30)
calendar days of receipt of Contractor’s notification of dispute. If the Contractor still disputes the findings
of the Exchange, Contractor may pursue additional remedies in accordance with Section 12.1 of the
Agreement.
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An example of how penalties and credits will be assessed is attached hereto as Appendix 1.

Any amounts collected as performance penalties under this Attachment shallmust be used to support
Exchange operations.

Contractor shall annually submit the required data for Group 5. Group 5 is a reporting requirement only.
No penalties or credits will be assess for Group 5 in 2017.

4——Call Center Operations

Performance Standards Reporting - Group 1 - Customer Service and Group 2 —
Operational, Performance Standards 1.1 — 1.10 and 2.1 — 2.26.

2 Monthly Performance Report: Beginning January 1, 2017, Contractor shall monitor and track its
performance each month against the Performance Standards set forth herein. Contractor shall provide
detailed supporting information (as mutually agreed by the parties) for each Monthly Performance Report
to the Exchange in electronic format. Contractor shall report on Exchange business only and shall report
Contractor’s-Exehange Enrollees in the Individual Exchange separate from Contractor's Exchange
Enrollees in Covered California for Small Business.

Measurement Rules: Except as otherwise specified below in the Performance Standards Table,
the reporting period for each Performance Standard shall be one calendar month. A:-all
references to days shall be calendar days and references to time of day shall be to Pacific Standard

Performance Standards:

1) General - The Performance Standards Table sets forth the categories of Performance
Standards and their associated measurements. In performing its services under this
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Agreement, Contractor shall use commercially reasonable efforts to meet or exceed the
Performance Standards.

2) Root Cause Analysis/Corrective Action - If Contractor fails to meet any Performance
Standard in any calendar month (whether or not the failure is excused), Contractor shall
promptly (a) investigate and report on the root cause of the problem; (b) develop a corrective
action plan (where applicable); (c) to the extent within Contractor’s control, remedy the cause
of the performance failure and resume meeting the affected Performance Standards; (d)
implement and notify the Exchange of measures taken by Contractor to prevent recurrences,
if the performance failure is otherwise likely to recur; and (e) make written recommendations
to the Exchange for improvements in Contractor’s procedures.

3) Performance Standard Exceptions - Contractor shall not be responsible for any failure
to meet a Performance Standard if and to the extent that the failure is excused pursuant to
Section 12.7 of the Agreement (Force Majeure) or the parties agree that the lack of compliance
is due to the Exchange’s failure to properly or timely perform (or cause to be properly or timely
performed) any responsibility, duty, or other obligation under this Agreement, provided that
Contractor timely notifies the Exchange of the problem and uses commercially reasonable
efforts to perform and meet the Performance Standards notwithstanding the Exchange’s
failure to perform or delay in performing.

If Contractor wishes to avail itself of one of these exceptions, Contractor shall indicate in the
applicable performance report delivered in the first report secend-menth following the
failure to meet such Performance Standard: (a) the identity of the Performance Standard
that is subject to the exception, and (b) the circumstances that gave rise to the exception
in sufficient detail to permit the Exchange to evaluate whether Contractor’s claim of
exception is valid. Notwithstanding anything to the contrary herein, in no event shall any
failure to meet a Customer Satisfaction Performance Standard fall within an exception.

The Exchange must will-also comply with the Performance Standards set-forth-herein to
the extent that such standardsmeasupements are applicable to_ the Exchange S operatlons

4) Agreed Adjustments/Service Level Relief - In addition, the Parties may agree on
Performance Standard relief or adjustments to Performance Standards from time to time,
including, the inclusion of new and/or temporary Performance Standards.

5) Performance Defaults - Failure of the Contractor to meet the performance standards shall
grant the Exchange the authority to assess penalties where applicable, or require that the

Contractor prowde and implement a corrective action plan H—the—ExehangeueLeeMeassess
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6) Service-Level-Credits - For certain measures of the performance standards set forth in
the Performance Standards Table, Contractor will have the opportunity to earn service-level
credit (‘Service-Level-Credits”)-for performance that exceeds the Performance Standards.
The Service-Level-Credits shall be used to offset (i.e., reduce) any sanstions- penalties that
are imposed during any Contract Year.

7) Performance Tables - The Performance Standards are set forth in the tables below, titled
herein; Covered California Performance Standards for Contractor.

Performance Standards Reporting — Group 5 - Dental Quality Alliance (DQA) Pediatric
Measure Set

Contractor shall annually report on the requiredPerformance Standards for -dental-performance
measurementstandards in Group 5. Reporting will be on embedded pediatric dental for the 2047
each Plan Yearcontractterm. Contractor must submit this Rreport at the end of willbe-due-in-the
first quarter of 2048-the following calendar year.
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Covered California Performance Standards for Contractor

Group 1: Customer Service Performance Standards

15% of Total Performance Penalty_At Risk or Credit

Performance Standard Individual Small Performance Requirements
Euslness
1.1 Inbound Call Volume — X X Reporting Required Only. No
Covered California penalty or credit. Total number of
Calls Only calls received by the IVR.
1.2 | Number of Covered X X Reporting Required Only. No
California Calls offered penalty or credit.
to Phone
Representatives Do not include any calls
terminated in the IVR or self-
serviced in the IVR.
1.3 | Number of Covered X X Reporting Required Only. No
California Calls penalty or credit.
Abandoned
Do not include calls abandoned in
10 seconds or less.
1.4 | Abandonment Rate (%) X X Divide number of abandoned
calls by the number of calls
3% of total performance offered to a phone representative.
penalty for this Group.
Expectation: No more than 3% of
incoming calls abandoned in a
calendar month.
Performance Level: >3%
abandoned: 3% performance
penalty. 2-3% abandoned: no
penalty. <2% abandoned: 3%
performance credit.
1.5 | Average Speed of X X Expectation: 80% of calls
Answer answered in 30 seconds or less.
3% of total performance Performance Level: <80%: 3%
penalty for this Group. performance penalty. 80%-90%:
no penalty. >90%: 3%
performance credit.
1.6 | Average Handle Time X X Reporting Required only. No

penalty or credit.

This includes talk time, hold time,
and after call wrap up time.
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Covered California Performance Standards for Contractor

Group 1: Customer Service Performance Standards

15% of Total Performance Penalty_At Risk or Credit

Performance Standard

Individual

Small
Business

Performance Requirements

1.7

Initial Call Resolution

3% of total performance
penalty for this Group.

X

Expectation: 85% of Covered
California enrollee issues will be
resolved within one (1) business
day of receipt of the issue.

Performance Level: <85%: 3%
performance penalty. 85-95%: no
penalty. >95%: 3% performance
credit.

1.8

Grievance Resolution

3% of total performance
penalty for this Group.

Expectation: 95% of Covered
California enrollee grievances
resolved within 30 calendar days
of initial receipt.

Performance Level: <95%
resolved within 30 calendar days
of initial receipt: 3% performance
penalty. 95% or greater resolved
within 30 calendar days of initial
receipt: no penalty. 95% or
greater resolved within 15
calendar days of initial receipt:
3% performance credit.

1.9

Covered California
member Email or
Written Inquiries.

Reporting Required Only. No
penalty or credit. Volume will be
used in calculation of
performance standard 1.10

Total number of Covered
California member email or
written inquiries received.

1.10

Covered California
member Email or
Written Inquiries
Answered and
Completed.

3% of total performance
penalty for this Group.

Expectation: 90% of Covered
California member email or
written inquiries answered and
completed within 15 business
days of the inquiry. Does not
include appeals or grievances.

Performance Level: <90%: 3%
performance penalty. 90-95%: no
penalty. >95% in 15 days: 3%
performance credit.
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Group 2: Operational Performance Standards
4015% of Total Performance Penalty at Risk
Performance Standard Individual Small .
. Performance Requirements
Business
21 ID Card Processing X X For the Individual Exchange:
Time
5% of total performance issued-within-10-business-daysof
penalty atriskfor this receiving-complete-and-accurate
Group-. enrolimentinformation-and
. ‘ m
SONSUMEN(S)
For Small Business:
Expectation: 99% of ID cards
issued within 10 business days of
receipt of complete and accurate
enroliment information for a
specific consumer(s).
Performance Level: <99%: 5%
performance penalty.

; TA1 or 999 fil |
peralby-atriskiorthis business-days-of receipt-of the
PletlPereds Januar: Performance Level: <05%: 5%
42017 —March 31, performance-penalty-

2047 '

sucecessfully receive-and-process
Fisk: days-from-either the coverage

ot .
i " whi o |
95% of the-time.
. 0o/ - O,

Pilot Period: J PerformanceLevel<95%: 5%
1 2017 — March 31 performance-penalty
— [}
2017
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Group 2: Operational Performance Standards

4015% of Total Performance Penalty at Risk

Performance Standard Individual Small .
. Performance Requirements
Business
22 = Tiation P X o
w. Fhe .E‘:EEI ange-shal
eee ,e_lla companson
| ith the. fil
it .
410%of total performance . I- § Y89
. . upon-in-the reconciliation-process
penalty-atriskforthis ide-90% of Hime.
Group-
PeFﬁeFmaHee I e“el: <9904: 4904
SoHerRRsRscpoRalhs
2.52 Data Submission X X Expectation: Full and regular
specific to contract submission of data according to
Section 3.4.4 Provider the standards outlined. 10% of
Directory and total performance penalty at risk.
Attachment 7, Section
3.03 Data Submission.
10% of total performance Performance Level: Incomplete,
penalty at+iskfor this irregular, late or non-useable data
Group. submission: 10% penalty of total
performance requirement. Full
and regular submission according
to the formats specified and
useable by Covered California
within 5 business days of each
monthly reporting cycle: no
penalty.
; .
ExceptionReports Eeee Iel the requ ed-Agent-of
peralty-atriskiorthis and-{g) within7-business-days-of
Group- the-due-date—
irregular-late-ornon-useable data
Pilot Period:_Octol penaity—Complete-monthly
submissions-within7-business
2016. days eﬁ eaelll ' |e|||tg 5F|ep29|tmg
submissions:—no-penalty:
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Group 3: Reserved for future use
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Group 4: Covered California Performance Standards for Covered California

Potential 15% Credit

Customer Service Measures

Covered California Performance Requirements

41

Average Speed of Answer

Expectation: 80% of calls answered in 30 seconds or less.
750 . )
3 ;E”ﬁ.s' tstalll PEFE 'I'E';'EE Pe EIB, at 'SFE available-as EI. _

Performance Level: <80%: 3.75% performance credit. 80%-
90%: no credit. >90%: 3.75% reduction in performance credit.

4.2

Abandonment Rate (%)

Divide number of calls abandoned by the number of calls
offered to a phone representative.

Expectation: No more than 3% of incoming calls are
abandoned in a calendar month. 3:75%oftotal-performance
| . b ol '

Performance Level: >3% abandoned: 3.75% performance
credit. 2-3% abandoned: no credit. <2% abandoned: 3.75%
reduction in performance credit.

4.3

Initial Call Resolution for
Covered California

Expectation: 85% of Enrollee issues will be resolved within one
(1) business day of receipt of the issue—3-+#5%oftotal
‘ i) i ol .

Performance Level: <85%: 3.75% performance credit. 85-
95%: no credit. >95%: 3.75% reduction in performance credit.

4.4

Complaint Resolution for
Covered California

Expectation: 95% of Enrollee complaints resolved within 30
calendar days. 3-75%-oftotal-performance-penalty-atrisk

. I . I B G | E l; ’E ;E:f;:qqaqse
penalties-

Performance Level: <95% resolved within 30 calendar days:
3.75% performance credit. 95% or greater resolved within 30
calendar days: no credit. 95% or greater resolved within 15
calendar days: 3.75% reduction in performance credit
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Group 5: Dental Quality Alliance (DQA) Pediatric Measure Set

—to 9 years

enrolled
children in the
age category of
6-9 years at
“elevated” risk
(i.e., “moderate
or “high”) who
received a
sealanton a
permanent first
molar tooth
within the
reporting year.

number of all
enrolled children
age 6-9 years at
“elevated” risk
(i.e., “moderate”
or “high”) who
received a
sealanton a
permanent first
molar tooth as a
dental service.

number of
enrolled
children age 6
- 9 years at
“elevated” risk
(i.e.,
“moderate” or
“high”).

QDP
Performance
Measure Description Numerator Denominator | Rate Expectation

Utilization of | Percentage of Unduplicated Unduplicated NUM/DEN 75%
Services all enrolled number of number of all

children under children who enrolled

age 19 who received at least | children under

received at one dental age19.

least one dental | service.

service within

the reporting

year.
Oral Percentage of Unduplicated Unduplicated NUM/DEN 75%
Evaluation enrolled number of number of

children under children who enrolled

age 19 who received a children under

received a comprehensive age19.

comprehensive | or periodic oral

or periodic oral | evaluation as a

evaluation dental service.

within the

reporting year.
Sealants in 6 | Percentage of Unduplicated Unduplicated NUM/DEN 75%
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Sealants in Percentage of Unduplicated Unduplicated NUM/DEN 75%
10 —to 14 enrolled number of number of
years children in the enrolled children | enrolled
age category of | age 10-14 years | children age
10-14 years at at “elevated” risk | 10-14 years at
“elevated” risk (i.e., “moderate” “elevated” risk
(i.e., “moderate” | or “high”) who (i.e.,
or “high”) who received a “‘moderate” or
received a sealant on a “high”).
sealanton a permanent
permanent second molar
second molar tooth as a dental
tooth within the | service.
reporting year.
Topical Percentage of Unduplicated Unduplicated NUM/DEN 75%
Fluoride for enrolled number of number of
Children at children aged 1- | children at enrolled
Elevated 18 years who “elevated” risk children aged
Caries Risk are at (i.e. “moderate” 1-18 years at
“elevated” risk or “high”) who “elevated” risk
(i.e. “moderate” | received at least | (i.e.
or “high”) who 2 topical fluoride | “moderate” or
received at applications as a | “high”).
least 2 topical dental service.
fluoride
applications
within the
reporting year.
Ambulatory Number of Number of ED All member (NUM/DEN) x <15%
Care emergency visits with caries- | months for 100,000
Sensitive department related diagnosis | enrollees 0
Emergency (ED) visits for code among all through 2018
Department caries-related enrolled children. | years during
Visits for reasons per the reporting
Dental 100,000 year.
Caries in member
Children months for all
enrolled
children.
Follow-Up The percentage | Number of Number of NUM4/DEN 75%
After ED of caries-related | caries-related ED | caries-related | ard
Visit by emergency visits in the ED visits in the | NUM2/DEN
Children for | department reporting year for | reporting year.
Dental visits among which the
Caries children O member visited a
through 18 dentist within (&)
years in the 7 days (NUM4)

reporting year
for which the
member visited
a dentist within
{&)-7 days and
320 of
the ED visit.

NUM2)-of the
ED visit.
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Follow-Up
After ED
Visit by
Children for
Dental
Caries

The percentage
of caries-related
emergency
department
visits among
children O
through 18
years in the
reporting year
for which the
member visited
a dentist within
30 days of the
ED visit.

Number of
caries-related ED
visits in the
reporting year for
which the
member visited a
dentist within 30
days (NUM) of
the ED visit.

Number of
caries-related
ED visits in the
reporting year.

NUM/DEN

90%

Covered California — Final 2017 -2019 CCSB QHP Issuer
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Small Business Group 1: Customer Service Performance Standards - 50% of Total Performance Penalty or Credit

Total Participation Fee Penalty or Credit in Expectation
Percentages

# Performance Measure Maximum Maximum

Penalty Maximum Credit Penalty No Penalty Credit
11 Inbound Call Volume
1.2 Number of Calls offered to Phone Representatives Reporting Measures Only
1.3 Number of Abandoned Calls
14 Abandonment Rate -3.0% 3.0% >3% 2%-3% <2%
15 Average Speed of Answer -3.0% 3.0% <80% 80%-90% >90%
1.6 Average Handle Time Reporting Measures Only
1.7 Initial Call Resolution -3.0% 3.0% <85% 85%-95% >95%
1.8 Grievance Resolution -3.0% 3.0% <95% >95% >95%1
1.9 Member Email or Written Inquiries Reporting Measure Only
1.10 Member E-Mail or Written Inquiries Answered -3.0% 3.0% <90% 90% - 95% >95%1
Total Group 1 Customer Service Performance -15.0% 15.0%

Note 1. Credit is based on 95% or greater resolved within 15 calendar days of receipt

Small Business Group 2: Operational Performance Standards - 50% of Total Performance Penalty or Credit

Total Participation Fee Penalty or Credit in Expectation
Percentages
# Performance Measure Maximum Maximum
Penalty Maximum Credit Penalty No Penalty Credit
2.1 ID Card Processing Time -5.0% N/A <99% 99% or greater N/A

Data Submission specific to contract Section 3.4.4 and
25 . -10.0% N/A >5 days 5 days or less N/A
Attach 7, Section 3.03

Total Group 2 Operational Performance Standards -15.0% 0.0%

Total Groups 1-2 Performance Standards2 -30.0% 15.0%

Note 2. Performance Measurement Standards at risk is 3% of Participation Fee which is TBD PMPM in 2017-2019.



Group 4: Covered California Performance Standards - Small Group
Expectation
Total Participation Fee Credit or Credit
Reduction in Percentages
Maximum Maximum Credit Maximum
| Performance Measure Credit Reduction Credit No Credit Reduction in Performance Credit

4.1 Call Answer Timeliness -3.75% 3.75% <80% 80%-90% >90%
4.2 Telephone Abandonment Rate -3.75% 3.75% >3% 2%-3% <2%
43 Initial Call Resolution -3.75% 3.75% <85% 85%-95% >95%
4.4 Complaint Resolution -3.75% 3.75% <95% >95% >95%1
Total Group 4 Customer Service Performance -15.0% 15.0%
Note 1. Reduction in Performance Credit is based on 95% or greater resolved in 15 calendar days of receip t
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