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Service Delivery

Comments

The Customer Experience Value Driver shows a green status reflecting

Quality high performance in Quality, Customer Satisfaction, and Timeliness.
The membership team continues to process recently received work items

- Customer C“S_t?me_r within service levels while working to reduce total inventory. The team
o Experience Satisfaction resolves high priority membership issues as they arise.
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Benefit Administration
CSS Compliance metrics reflect high performance in Appeals, Audits, and
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- MSS Utilization performance in the green range.
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100%-90%: Operations within this area meet or exceed the established performance targets. Considering operational trends, planned corrective actions, and current initiatives the
operational performance is expected to increase over the next 3-6 months.
O 89%-74%: Operations within this area do not meet established performance targets, but are within an acceptable range of =

Considering operational trends, planned corrective actions, and current initiatives the
operational performance is expected to remain constant over the next 3-6 months.
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Considering operational trends, planned corrective actions, and current initiatives the
operational performance is expected to decrease over the next 3-6 months.

variance.

74%>=: Operations within this area do not meet established performance targets, and are outisde of an acceptable range of
variance.

QO Insufficient data to calculate performance in this operational area.

Our Mission - We make a difference through our commitment to excellent customer service.
Our Vision - Innovate - Serve - Educate - Empower (ISEE)
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