ational Healthcare
Provider

Customer Experience Center

Incentive Compensation Plan
6.14.2018
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Executive Summary | Background, Objective, & Approach

BACKGROUND

The CEC's goal is to make each customer service experience outstanding at every interaction and to
create an inclusive culture to improve employee engagement, performance, and retention.

OBJECTIVE

A&M was engaged to create a CEC agent incentive compensation plan that will help perfect the
customer experience and improve employee engagement and retention.

APPROACH

A&M conducted a current state assessment, identified key agent performance metrics, developed a
CEC agent scorecard, and created a business case & roadmap.

Identify Performance Metrics
& Create Agent Scorecard

Current State Assessment Business Case & Roadmap
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Executive Summary | Current State Assessment

CURRENT STATE DISCOVERY PROCESS

A&M conducted 45+ stakeholder interviews, visited primary care, specialty care, and non-scheduling
CEC locations (Phoenix, Tucson, Northern Colorado), observed agent monitoring processes, and
reviewed agent Q/A and scorecard templates.

2

Véestern Divie

Current State | Agent P i -
i time spen! ation.

Current State Assessment | CEC Call Types Banner Health’
The CEC handles customer calls and interactions of varying nature outside scheduling for primary and
spesially care.

|||||

Non Primary & Specialty Caro

Cippy's Team

CURRENT STATE FINDINGS

» The CEC is responsible for customer care interactions (from or contacting hospitals) in addition to
scheduling for primary and specialty care

» There is currently no performance-based variable component or skill-based pay differential for agent
compensation across the CEC

« Different CEC locations measure agent performance in various ways across quality monitoring,
productivity metrics, and customer satisfaction

/A
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Executive Summary | Recommendations & Roadmap

FUTURE STATE PERFORMANCE METRICS

A&M developed agent performance metrics tied to variable compensation by translating National
Health’s core values into agent personal attributes that would perfect the customer experience.

Agent Metric Development | The Sofia Experier e y
Agent Metric Development | Agent Personal Attributes Banner Heakh D v

the CEC make heslthcars easier so Sof ==~—"gvelopment | Banner's Core Values Banner Health

RECOMMENDATIONS & ROADMAP

* Due to National’s customer focus, metrics related to Customer Satisfaction, First Call Resolution,
and Group Service Levels should be tied to an incentive compensation plan

» An incentive compensation plan can be self-sustaining by reducing agent attrition costs and
increasing First Call Resolution, reducing future call volume

» Agent performance targets should be developed based on baseline performance levels and future
customer experience goals

* In order to implement an incentive compensation plan, next steps include aligning & standardizing
CEC functions across regional CEC leaders and rolling out CEC-enabling technologies

Alls 5



National
Healthcare
Provider

Table of Contents

|. Executive Summary

II. Background & Approach
lll. Current State Assessment
V. CEC Agent Metric Development — Removed for confidentiality
V. Incentive Compensation

VI. Roadmap B
VII. Appendix

Alls 6



"TK"\. 1
'.-1-'*1" 0“ 0
2111 l11i12adale 01
-.Ll(,GOCIQOlG _ouT

111206010012 _OUTCONES @]
6111129801001

12
KE S
)




National
Healthcare
Provider

Supporting Documents

Supporting information for the Incentive Compensation Plan can be found in the following documents.

Incentive Compensation Cost Benefit CEC Incentive Compensation Agent
Analysis.xlsx Scorecard.xlIsx
A model with variable inputs has been created to An incentive compensation agent scorecard with
analyze the cost/benefits of an incentive variable performance targets has been drafted.

compensation plan.

T
ez copercat £
ooz st cat e 0

ScheduieAdhrence 88K s

(CEC Primary and Specialty Agent Variable Comp ion Scorecard
B (At Name: Jora Dot hgibaity Required Target  Actual
] imandance. a5 100

. |CECNon Primary and Specialty Agent Variable Compensation Scorecard

lsgemtame: ol boe eligh Required Taget el
lsgertiupenisor:  Jane Smth tentance £ 10
|sgertiocation:  Banner Corporate Center Mesa Seeduedderene 5% 1005
[te Range: /s Eligile o Bons?  Yos

Performante Targets

Customer Exgerience

tve (2t o Prachon, OSAT 964 £ )
Greeting Tengof Voo, Empsty = 5 = 5 5

Abardon Gal Fate 75| orotocnl Adherence
Senice eve 55 Macuracy, Protocol Adherence, et = B B n 0
[Total Scors Exconding | otsting wetic

Example - Gfered foSchedule Future Nedl  35% = =Y n n

n Call i # * *
senice Lewel L s s ]
[Total Score Exceeding i5 £ W 9s
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Sr. Director - Resource Optimization Center

2/26/18, 3/6/18, 5/31/18 +

Sr. Director - Patient Access Contact Center

2/27/18, 4/24/18, 6/7/18 +

- Sr. Director - Customer Experience Strategy & Insights 3/5/18
- Sr. Operations Director — BMG 3/5/18
- Sr. Operations Director — Specialty 3/6/18

Consumer Care Center Dir - Consumer Care-Corp

3/6/18, 5/8/18, 6/4/18

Phys Exec - BMG WR, WR Admin-Region-Clinic

3/8/18, 5/15/18

CEO - Western Division

3/9/18

Contact Center Director — PSC Tucson

3/12/18, 5/30/18

Practice Coordinator — Call Center

3/14/18

Practice Managers

3/14/18, 3/15/18

Primary Care/Specialty Agent Schedulers

3/14/18, 3/15/18

Western Division Telecommunications Analyst

3/14/18

IT Systems Engineer

3/14/18

HR consultant

3/19/18, 5/7/18

- Exec Dir Exec Talent & Corp HR, System HR Admin-Corp 3/20/18
- VP Total Rewards & HRSS, System HR Admin-Corp 3/20/18
- COO NOCO Ambul/Clin Svcs, Admin-Hosp 3/20/18
- Director of Compensation and Employee Benefits 3/20/18

/A
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Compensation Sr. Consultant

3/20/18, 3/22/18

WD Rural Operations Directors

3/21/18

CFO NOCO/Rurals

3/21/18, 3/29/18

- VP Finance 3/26/18
- Finance Program Director 3/26/18
- Operations Team + Schedulers 3/27/18
- Division CEO-Rural, Admin-Hosp 3/28/18
- Practice Managers and Scheduling Agents 4/5/18
- Practice Managers and Scheduling Agents 4/6/18
- Lease Program Director 4/17/18
- System VP Design and Construction 4/25/18
- CFO BMG/BUMG 5/1/18
- Executive Director Facilities Operations 5/3/18
- Senior Manager Property Operations 5/3/18
- CEO BMG 5/418

- CEC Recruiter 5/7/18
- Medical Specialties Western Division 5/25/18
) Regi_onal Medical Director pf_S_peciaIty Clinics, National 5/26/18

Medical Group, Western Division

- Western Division HR Business Partner 6/7/18
- Patient Experience Research Program Director 6/12/18
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