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

 
REPORT 
 
PLAN YEAR 2019 1ST QUARTER CUSTOMER SERVICE STATISTICS  
 
PEBP provided a high level of customer service during the first quarter of Plan Year 2019. As 
seen below, call volume increased, walk-ins increased and emails significantly increased over the 
same period the previous year. PEBP attributes this increase to the new EPO plan that began July 
1, 2018: 
 

1st Quarter (July-Sept) 
 PY19 PY18 
Total Calls 11,645 10,848 
Abandonment rate 1.3% 1.09% 
Average calls per day 187 168 
Average Call Duration 5:18 4:09 
Average Speed to Ans. :25 :15 
Total Walk-ins 337 293 
Total Emails 5534 3202 

 
PEBP’s customer service statistics remain at or below industry standards.  
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HEALTHCARE BLUEBOOK UPDATE 
 
PEBP implemented Healthcare Bluebook, an online transparency vendor beginning July 1, 2018. 
As of November 15, 2018: 

• 2,364 participants have taken the online tour 
• Just over 40,000 online searches have occurred 
• 31 members have received rewards checks ranging from $25 to $100 (totaling $1,375) in 

areas across the state (both rural and urban), as well as out-of-state in Wyoming, Idaho, 
Arizona, and Florida 

 
Healthcare Bluebook informed PEBP we have exceeded engagement beyond anything they have 
experienced with typical clients when launching the program. Through coordinated 
communication and their successful marketing strategy, coupled with the Board’s decision to 
incentivize the utilization of this transparency tool, members and the plan are already benefiting 
although early in the release of this program.  
 
MULTI-STATE COLLABORATION 
 
PEBP recently attended the annual Public Sector Healthcare Roundtable in Alexandria, VA. 
Nevada is a member and was given an opportunity to speak on a panel of experts addressing 
drug costs to 17 states as well as representatives from national insurance carriers, consultants, 
pharmacy benefits managers, third party administrators and healthcare providers.  
 
The day prior to the event the State and Local Government Benefits Association (SALGBA) held 
another pre-event roundtable at the same location providing states, systems of higher education, 
and local jurisdictions more opportunities to discuss topics from specialty drug cost containment, 
plan design, wellness incentives, transparency, and contracting best practices.  
 
During the events, PEBP met with the Executive Director of the National Academy for State 
Health Policy (NASHP) who became very interested in setting up a multi-state collaborative to 
leverage purchasing power for high cost specialty drugs. Multiple conversations with multiple 
states occurred and a planned exploratory call is being developed in the near future. PEBP will 
monitor the opportunities closely and provide the Board with updates as the states look to 
improve their contracting through coordination and collaboration.  
 
CONCLUSION 
 
PEBP continues to provide high quality and timely customer service to our members, prioritizing 
transparency and providing tools that make members better consumers. PEBP constantly looks 
for opportunities with other states and jurisdictions to negotiate the best agreements keeping 
costs down for the plan, the members, and the Nevada taxpayer.  
 
 

 


