CITY OF AUSTIN

PURCHASING OFFICE

Self-Funded Medical Program, Stop-Loss Coverage, 

Pharmacy Benefit Management

REQUEST FOR PROPOSAL NO:  JSD0120
ATTACHMENT IX: PHARMACY BENEFIT MANAGEMENT

PERFORMANCE MEASURES & PENALTIES

All performance guarantees should be City-specific. 

	Performance Measure
	Acceptable Performance
	Penalty
	Agree

Yes/No
	If No, 

Proposed

Penalty

	City’s satisfaction with implementation.
	100%
	$50,000
	
	

	ID cards received at members’ home address following Open Enrollment file transfer must be error free.
	100%
	$20,000 per year
	
	

	Correct ID cards received at members’ home address by December 31 of each year.
	100%
	$20,000 per year
	
	

	Preferred Drug List received at members’ home address by January 31 of each year.
	100%
	$20,000 per year
	
	

	Eligibility updates will be processed within 24 hours of receipt.
	100%
	$20,000 per year
	
	

	Automated claim system availability rate. 
	An average of 99.9% 24 hours per day, 7 days per week.
	$20,000 per year
	
	

	Automated claims system response time. 
	< 2 seconds.
	$20,000 per year
	
	

	Retail claims adjudication accuracy rate.
	99.99% or greater.
	$20,000 per year
	
	

	Mail service claims adjudication/dispensing accuracy rate.
	99.99% or greater.
	$20,000 per year
	
	

	Employee Benefits staff satisfaction.
	At least 90%
	$10,000 per quarter
	
	

	Member satisfaction.
	At least 90%
	1% of annual fees
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