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SUMMARY 
 
This report will provide the Board, participants, public, and other stakeholders information on 
the overall activities of PEBP.  

 
REPORT 
 
URAC ACCREDITATION UPDATE 
 
PEBP successfully submitted the first requirement to URAC and met with URAC leadership on 
the progress and success of PEBP’s accreditation to date. The URAC team informed PEBP our 
first submission was “the best we’ve ever seen” and PEBP is building on this momentum as we 
prepare to submit our formal application for desktop review. Our initial internal schedule for 
submission was early January 2018, however, PEBP’s Quality Control section has exceeded 
expectations and our new timeline has us set to submit in early December.  
 
As part of the accreditation process, PEBP was required to develop a mechanism to gather data 
on member and employer satisfaction.  To gather this information, PEBP developed member and 
employer satisfaction surveys.  In early November, all primary participants, including both active 
and retired members, were sent a link to complete a short survey rating the overall satisfaction 
with PEBP.  Agency representatives were sent a separate survey addressing satisfaction from an 
employer perspective.  To date we have received approximately 5,200 member and employer 
responses. We look forward to compiling the feedback and using it to direct future improvements 
in our program.   
 
PREVENTIVE DRUG BENEFIT (CDHP) – 1ST QUARTER UPDATE 
 
PEBP implemented a new preventive drug benefit on the CDHP starting July 1, 2017 to help 
members who take preventive/maintenance drugs on a monthly schedule pay for those drugs by 
bypassing the deductible and applying the 20% coinsurance amount. For many members, this 
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created hundreds of dollars of savings each month. The goal of this program is to increase 
adherence to maintenance drugs to reduce costly and critical episodes of care. For the 1st quarter, 
there were 21,765 claims for preventive drugs for a total cost of $1.3 million. Members were 
responsible for approximately $250,000. Comparing the utilization to the last quarter of Plan 
Year 2017, high adherence rates were maintained (or improved). The most notable changes came 
from cholesterol/lipids with a 0.8 percentage point improvement, and Chronic Obstructive 
Pulmonary Disease (COPD) with a 6.2 percentage point improvement.  
 
 
ENHANCED HSA/HRA FUNDING (CDHP) – 1ST QUARTER UPDATE 
 
Starting July 1, 2017, PEBP implemented a $200 enhanced Health Savings Account (HSA) / 
Health Reimbursement Arrangement (HRA) for non-Medicare employees and retirees tied to the 
completion of annual preventive services. These services included an annual medical office visit 
with associated lab work, an annual dental office visit, and one teeth cleaning appointment. As of 
the end of the first quarter (September 30, 2017), there have been 306 participants who have met 
all of the requirements and received their $200 enhanced benefit. While this may seem low, 
annual visits to the doctor and the dentist are often scheduled for the same time each year and 
PEBP believes numerous participants will continue to meet the requirements and receive this 
enhanced funding. As a precursor during the first quarter of Plan Year 2017, there were 7,329 
(34% utilization) participants with a medical annual office visit compared 8,551 (36% 
utilization) for this year (an increase of 2% already). PEBP will continue to provide updates on 
this new incentivized process throughout the year.   
 
CUSTOMER SERVICE – 1ST QUARTER UPDATE  
 
PEBP continues to prioritize high levels of customer service to our members, employers, and 
other stakeholders through our Member Services Unit (call center). The following statistics 
compare the first quarter of Plan Year 2018 to the first quarter of Plan Year 2017: 
 
Activity Plan Year 2017

Jul-Sep 2016 
Plan Year 2018 

Jul-Sep 2017 
PEBP Abandoned Calls 140 113 
PEBP Voice Mail Calls 70 66 
PEBP Answered Calls 11,338 10,385 
Morneau Total Answered Rollover  Calls 889 397 
PEBP Total Incoming Calls 12,437 10,848 
PEBP Average # of Calls Answered Per Day 183 168 

PEBP Abandonment Rate 1.23% 1.09% 
PEBP Average Call Duration (minutes) 0:04:29 0:04:09 

PEBP Average Speed to Answer (seconds) 0:00:13 0:00:15 
PEBP Total Walk-ins 402 293 
PEBP Average # of Walk-ins Per Day 6.5 4.7 
PEBP Total Emails 3341 3202 
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PEBP has less abandoned calls, less overall calls, and less rollover calls (July) to Morneau 
Shepell than the previous year. PEBP also experienced a reduction in walk-ins and emails. These 
statistics reveal less service is required this year during this quarter than last year’s first quarter 
and can be attributed to better and consistent communication at the onset of changes and the 
implementation of more in-person assistance at PEBP reducing the need for walk-ins.  
 
CONTRACT AMENDMENT – WILLIS TOWERS WATSON 
 
PEBP, Morneau Shepell (PEBP’s eligibility and enrollment vendor) and Willis Towers Watson 
engaged in an electronic file format upgrade last year to solve issues with data flow and data 
integrity. The implemented solution required hours of vendor staff time and PEBP negotiated a 
reduction in fees through Willis Towers Watson for Calendar Year 2018 to recover an equitable 
share of the costs incurred. Currently, the contract approved fees are $2.75 per retiree per month. 
If approved by the Board, PEBP will amend the current Willis Towers Watson contract for 
Medicare Exchange services to $2.25 per retiree per month for all of Calendar Year 2018. 
Utilizing November’s enrollment, there are currently 11,805 retirees enrolled in a plan on the 
Medicare Exchange with a projected savings in 2018 of $70,830 ($0.50 reduction x 11,805 x 12 
months). The contract amendment also includes a revision to the Business Associate Agreement 
to meet current PEBP approved language.  
 
Recommendation: 
PEBP recommends approving the contract amendment with Willis Towers Watson as presented 
above.   


