2024 Final Annual Report of Performance Standards and Expecations, Standards 1.1-1.11

Issuer Name: CCHP

Attachment 3 - Performance Standards and Expectations

Issuer Data Reported

Issuer

Expectation Met or Not

Measure Expectation Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec | Performance Met
Number of Calls offered to Phone Representatives - reporting only NA 4,597| 2,900 3,334| 3,153| 2,940| 2,709| 2,994| 2,985| 2,726| 3,321| 2,925| 3,524 38,108
Number of Calls Abandoned - reporting only N/A 201 68 64 18 23 20 57 57 60 122 116 163 1,059
1.1 Abandonment Rate s 3% 63%| 23%| 1.9%| 06%| 08%| 07% 19%| 1.9%| 22%| 37%| 4.0%| 4.6% 2.8% Met
1.2 Service Level 2 80% 71.9%| 87.4%| 90.2%| 95.5%| 94.4%| 94.8%| 95.4%| 94.6%| 94.9%| 90.9%| 88.0%| 86.5% 89.5% Met
1.3 Grievance Resolution - Within 30 days 299% 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0% 100.0% Met
Number of Grievances Resolved N/A 16 23 35 26 38 28 24 30 38 47 27 15 347
Email or Written Inquires - reporting only NA 305 229 206 245 177 172 226 240 213 217 148 300 2,678
1.4 Email or Written Inquiries Completed - Within 15 business days 290% 99.0%| 99.0%| 99.0%| 99.0%| 99.0%| 99.0%| 99.0%| 99.0%| 99.0%| 99.0%| 99.0%| 99.0% 99.0% Met
1.5 1D Card Processing Time >99% 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0%| 100.0% 100.0% Met
Number of ID Cards issued N/A 170 104 52 49 60 58 25 56 48 40 95 282 1,039
Measure Expectation Covered California Data Reported Issuer Expectation Met or Not
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Performance Met
1.6 Implementation of Appeals Decisions - Within 10 days 290% 0 0 0 0 0 0 0 0 0 0 0 0 N/A N/A
Total Number of Appeals Decisions Implemented N/A 0 0 0 0 0 0 0 0 0 0 0 0 0
Mo Expectation Plan Year 2024 834 Metrics Reports - Cumulative Reporting Year To Date Issuer Expectation Met or Not
i Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec | Performance Met
1.7 834 Processing - Plan Year 2024, Calendar Year 2023 88.5% N/A N/A
1.7 834 Processing - Plan Year 2024, Calendar Year 2024 295% 98.5% 95.1% [ N/A N/A | 99.9% | 99.9% | 99.6% | 99.4% | 99.4% | 99.5% | 99.5% | 99.5%
1.7 834 Processing - Plan Year 2024, Calendar Year 2025 99.5% 99.5% | 99.5% | 99.5% | 99.5% [ 99.5% | 99.5% | 99.5% [ 99.5% 99.5% Met
é.:legjgr(}}Yeer;err;g;; - Effi ons and Car 1s - Plan Year 2024, N/A N/A N/A
1.8 Effectuations and Cancellations- Plan Year 2024, Calendar Year 2024 295% 100.0% N/A N/A N/A 99.9% N/A N/A 99.9% | 99.9% | 99.8% | 99.9% | 99.9%
1.8 Effectuations and Cancellations- Plan Year 2024, Calendar Year 2025 99.4% 99.2% | 99.1% | 99.1% | 99.1% | 99.1% | 99.1% | 99.1% | 99.2% 99.2% Met
1.9 834 Generation - Terminations - Plan Year 2024, Calendar Year 2023 N/A N/A N/A
1.9 Terminations - Plan Year 2024, Calendar Year 2024 295% N/A N/A N/A N/A | 100.0% | N/A N/A | 100.0% [ 99.3% | 99.3% | 92.2% | 87.1%
1.9 Terminations - Plan Year 2024, Calendar Year 2025 80.7% N/A N/A N/A 82.9% | 82.9% | 82.9% | 82.9% | 83.1% 83.1% Not Met
EasTo = . Cycle Scores Issuer Expectation Met or Not
i Cycle 1 Cycle2 | Cycle3 | Cycle4 | Cycle 5 | Cycle 6 | Cycle 7 | Cycle 8 |Cycle 9 |Cycle 10| Cycle 11|Cycle 12| Performance Met
1.10 Reconciliation Process 290% 99.30%| 99.15% | 99.88%| 99.87%| 99.86% | 99.92%| 99.88%| 99.76%| 99.85%| 99.83%| 99.92%| 99.82% 99.75% Met
EasTo = . Issuer Submissions Issuer Expectation Met or Not
- Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec | Performance Met
12 timely and
1.11 Provider Directory Data Submissions Met Met Met Met Met Met Met Met Met Met Met Met | 12 of 12 Met Met
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