


The Results

Quality & Value of Services Rating - average 4.5

– Communication materials 4.7

– Access to healthcare services 4.5

– Provider quality  4.5

– Customer service 4.5

– Overall value delivered 4.4
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Positive Comments

• Excellent & clear communication

  materials

•  Quick access to emergency and

   urgent care

• 800 retired teachers find provider

  quality is good

• Perceived value in lower

  premiums

Areas for Improvement

• Would like Kaiser to educate

   retirees on use of website

• Some providers are slow to

   answer email

• Can be difficult to get referrals for

  specialty care

CITY & COUNTY OF SAN FRANCISCO



The Results

Responsiveness to HSS needs and concerns
Rating - average 4.1

– Attendance at board meetings 5.0

– Responsive/flexible with board 3.5

– Responsive/flexible with HSS staff 3.8

KAISER VENDOR REPORT CARD 11.12.09
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Kaiser Responsiveness to HSS & Board
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Positive Comments

• Very responsive to HSS daily

  requests

• Good attendance at Board

  meetings

• Willing to go the extra mile to

  resolve member issues

Areas for Improvement

• Board was unaware that the data

  lag issue still persists

• Needs to deliver on initiatives

  important to HSS such as client

  specific PG’s and modification of

  timing of our payment

CITY & COUNTY OF SAN FRANCISCO



The Results

Contracting and PG Rating - average 4.2

– Inclusion of performance guarantees 4.0

– Comprehensive/sufficiency of PG’s 4.3

– Adherence to PG’s 5.0

KAISER VENDOR REPORT CARD – 11.12.09
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Kaiser Contracting & Performance Guarantees
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Positive Comments

• Provided EOC’s in advance of

  Open Enrollment

• Timely contract renewals

• Willing to go the extra mile to

  resolve member issues

Areas for Improvement

• Self-reported PG results can be

  more timely

• Flexibility in establishing PG’s

CITY & COUNTY OF SAN FRANCISCO
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C O M P O S I T E  R A T I N G S  

Criterion Composite 
Rating Rating Standards 

A.  Quali ty  and Value 

1. Overall NCQA Rating  1.  “Denied” or not accredited 4 “Commendable” 
2  “Provisional”  5 “Excellent” 
3  “Accredited” 

2. Quality of written communication materials  1 - Consistently incomplete, confusing and unattractive. 
2 - Significant problems in quality, but usually of a good quality of content, clarity, attractiveness and accessibility to diverse members. 
3 - Rarely compelling, and some unevenness in quality, but usually of a good quality of content, clarity, attractiveness and accessibility to 

diverse members. 
4 - Sometimes compelling, but always of a high quality of content, clarity, attractiveness and accessibility to diverse members. 
5 - Consistently compelling: outstanding content, clarity, attractiveness and accessibility to diverse members. 

3. Quality of website  Same as item 2 above. 

4. Members’ view of access to health care services  1 - Consistently long waits to see providers; most providers not accepting new patients; extremely difficult to access specialists. 
2 - Often long waits to see providers, with some exceptions; many providers not accepting new patients; some difficulty in accessing 

specialists. 
3 - Occasional long waits to see providers, but most waits are reasonable; some providers not accepting new patients; occasional difficulty 

accessing specialists. 
4 - Almost all waits to see providers are reasonable, with infrequent exceptions; most providers are accepting new patients; infrequent 

difficulty accessing specialists. 
5 - Waits to see providers are consistently short; rarely is a provider not accepting new patients; rarely any difficulty in accessing specialists. 

5. Members’ view of provider quality  Use any number from 1 to 5, where 1 is the worst provider quality and 5 is the best provider quality to rate the overall quality of the 
provider(s) accessed through the vendor's plan.  Please include supporting comments for your rating. 

6. Members’ view of vendor’s customer service  Use any number from 1 to 5, where 1 is the worst customer service and 5 is the best customer service to rate the overall quality of the 
customer service received through the vendor's plan.  Please include supporting comments for your rating. 
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C O M P O S I T E  R A T I N G S  

Criterion Composite 
Rating Rating Standards 

7. Overall quality of service to members  Use any number from 1 to 5, where 1 is the worst quality of both care and service and 5 is the best quality of care and service to rate the 
overall quality of the care and service provided through the vendor's plan.  Please include supporting comments for your rating. 

8. Overall value delivered  Use any number from 1 to 5, where 1 is the worst ratio of cost to quality and 5 is the best ratio of cost to quality to rate the overall value 
provided by the vendor's plan.  Please include supporting comments for your rating. 

B.  Respons iveness to  HSS Needs and Concerns 

1. Attendance and level of participation at relevant 
Health Service Board meetings 

 Use any number from 1 to 5, where 1 is the worst level of attendance and participation and 5 is the best level of attendance and participation 
to rate the overall attendance and participation of the vendor's plan representative(s).  Please include supporting comments for your 
rating. 

2. Responsiveness and flexibility in interactions with 
Board 

 Use any number from 1 to 5, where 1 is the worst level of responsiveness and flexibility and 5 is the best level of responsiveness and 
flexibility to rate the overall responsiveness and flexibility of the vendor's plan representative(s).  Please include supporting comments for 
your rating. 

3. Responsiveness and flexibility in interactions with 
HSS Staff 

 Use any number from 1 to 5, where 1 is the worst level of responsiveness and flexibility and 5 is the best level of responsiveness and 
flexibility to rate the overall responsiveness and flexibility of the vendor's plan representative(s).  Please include supporting comments for 
your rating. 

C. Contrac t ing and Performance  Guarantees  

1. Written contract in place?  1 – Written contract executed and delivered more than 90 days after effective date. 
2 – Written contract executed and delivered within 90 days after effective date. 
3 – Written contract executed and delivered within 60 days after effective date. 
4 – Written contract executed and delivered within 30 days after effective date. 
5 – Written contract executed and delivered prior to effective date. 
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C O M P O S I T E  R A T I N G S  

Criterion Composite 
Rating Rating Standards 

2. Adherence to City’s social policy legislation  1 – Contract omits more than two requested provisions. 
2 – Contract omits two requested provisions. 
3 – Contract omits one requested provision. 
4 – Contract includes all requested provision with minor modifications. 
5 – Contract includes all requested provisions without modification. 

3. Inclusion of performance guarantees  1 – Contract contains no performance guarantees. 
2 – Contract contains performance guarantees, but none includes monetary penalties. 
3 – Contract contains performance guarantees, but more than one does not include monetary penalties. 
4 – Contract contains performance guarantees, but one does not include monetary penalties. 
5 – Contract contains performance guarantees with monetary penalties attached to each guarantee. 

4. Comprehensiveness and sufficiency of 
performance guarantees 

 Use any number from 1 to 5, where 1 is the worst level of comprehensiveness (i.e., omits major components of vendor’s contractual 
performance requirements) and 5 is the best level of comprehensiveness (i.e., includes all major components of vendor’s contractual 
performance requirements).   

5. Adherence to performance guarantees  1 – Failed to reach three or more of the guaranteed performance levels specified below. 
2 – Failed to reach two of the guaranteed performance levels specified below. 
3 – Failed to reach one of the guaranteed performance levels specified below. 
4 – Exceeded or reached all guaranteed performance levels specified below. 
5 – Exceeded all guaranteed performance levels specified below. 

6. Prompt reporting and payment for breaches of 
performance guarantees 

 1 – Vendor failed to report performance or pay any applicable penalties within 30 days of applicable due dates under contract. 
2 – Vendor reported performance and paid any applicable penalties within 30 days of applicable due dates under contract. 
3 – Vendor reported performance and paid any applicable penalties within 15 days of applicable due dates under contract. 
4 – Vendor reported performance and paid any applicable penalties within five days of applicable due dates under contract. 
5 – Vendor reported performance and paid any applicable penalties on or prior to applicable due dates under contract. 

 
Rating Panel Participants (Individual Ratings and Comments Follow Below): 
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Vendor Self-Rating:  Raul Monares, Executive Account Manager 
HSS Operations Staff:  Mark Villares, Member Services Manager 
HSS Finance Staff:  Robin Courtney, Vendor Contracts & Performance Manager 
Retiree Member:  Gerry Meister 
Active Member:  Mabal Bhat, Port of San Francisco 
HSS Board Member:  Karen Breslin, HSS Board Commissioner 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

A.  Quali ty  and Value 

1. Overall NCQA Rating N/A      N/A 

2. Quality of written communication materials 5 

To help members 
choose a personal 
physician, access 
care, and 
understand the 
wealth of services 
we offer to keep 
them healthy and 
productive, we mail 
them a series of 
communications 
and information in 
the first few 
months of their 
membership.  
Shortly before their 
effective date, 
they’ll receive their 
ID card and 
information on 
how to select a 
personal physician, 
schedule an 
appointment, 
transfer 
prescriptions, and 

4.5 

No comments. 
4.5 

Generally well 
written, clear, and 
understandable.  
Worked well with 
HSS to streamline 
the Medicare 
mailings. 

4 

No comments. 
 

5 

Clarity is excellent 
in almost 
everything sent out.  
Especially like 
Outlook for 
Seniors, Partners in 
Health. 

5 

No comments. 

4.7 



H E A L T H  S E R V I C E  S Y S T E M  
Vendor Report Card 

 
Kaiser Permanente  

Period Evaluated: July 1, 2007 – June 30, 2009 

Version of 11/9/2009  6 

I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

register for access 
to their electronic 
health record on 
kp.org.  A couple 
of weeks later 
they’ll receive Your 
Guide to Kaiser 
Permanente (a 
comprehensive 
guide to our 
services), the Kaiser 
Permanente 
Healthwise 
Handbook (our 
self-care manual), 
and a welcome 
letter that 
encourages them to 
choose a primary 
care physician.  
Members may also 
receive a welcome 
letter, a “Getting 
Started” brochure, 
and other 
informative 
materials directly 
from their local 
Kaiser Permanente 
medical facility. 

 

After they have 
chosen a personal 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

physician, new 
members will get a 
welcome letter 
directly from the 
physician that 
explains how 
members can 
communicate with 
their physicians 
using the secure 
“E-mail my 
doctor’s office” 
feature on kp.org.  
They’ll also be 
reminded about 
other time-saving 
services available 
on kp.org, such as 
prescription refills 
and checking lab 
results.  

 

To assist us in 
communicating our 
program, we 
encourage 
employers to 
review our 
marketing literature 
before it is sent to 
employees.  The 
Evidence of 
Coverage (EOC), 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

describes members’ 
health care benefits.  
The content of the 
EOC cannot be 
changed once it has 
been approved by 
the Department of 
Managed Health 
Care (DMHC).  
The EOC will not 
conflict with the 
Employee 
Retirement Income 
Security Act’s 
(ERISA) disclosure 
requirements, and 
will disclose 
information that is 
applicable to our 
plan. 

3. Quality of website 5 

In 2007, Strategic 
Health Care 
Communications 
awarded Kaiser 
Permanente’s Web 
site, kp.org, with 
three eHealthcare 
Leadership Awards 
at the Tenth 
Annual Healthcare 
Internet 

 n/a 

I have not used the 
Kaiser website for 
operational or 
service issues.  I 
would like Kaiser to 
give HSS Member 
Services staff a tour 
of their website 
highlighting web 
services for Kaiser 
members and web 

4 

No comments. 

4 

No comments. 

5 

Excellent but more 
could be done to 
educate retirees on 
how to use the site, 
especially those 
new to 
communicating 
online. 

4 

Member survey 
showed 47% rated 
the website 5 but 
the others, or 53% 
rated it below 5. 

4.4 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

Conference in 
Atlanta: 

1. Best Overall 
Internet Site-gold 
award; 

2. Best 
Care/Disease 
Management Site-
silver award; 

3. Best Site Design-
platinum award 

Through Kaiser 
Permanente 
HealthConnectTM, 
our electronic 
health record 
available at kp.org, 
we provide 
members with 
secure and private 
access to their 
medical 
information.  My 
Health Manager, 
the portion of KP 
HealthConnect that 
members use, 
connects employees 
to convenient 
health services, 
relevant health 
information, and 

services for 
Member Services 
staff – if any. 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

their entire team of 
doctors, nurses, 
pharmacists, and 
other caregivers.  
As members visit 
their caregivers, the 
health professionals 
enter information 
directly into KP 
HealthConnect, so 
that the data is 
always updated.  
My Health Manager 
allows members to 
request doctors’ 
appointments, view 
most test results, 
refill prescriptions, 
and more.  This 
gives KP 
HealthConnect a 
distinct advantage 
over most other 
health plan Web 
sites and portals. 

 

KP HealthConnect 
also strengthens the 
integration of our 
health care delivery 
system-which 
encompasses 
physicians, 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

hospitals, 
pharmacies, 
research labs, and 
knowledge 
databases-by 
connecting every 
Kaiser Permanente 
facility in the 
nation.  KP 
HealthConnect has 
also helped to 
minimize wait 
times-improving 
employees’ 
experience at the 
doctor’s office.  
Accountability Act 
(HIPAA), ensuring 
the privacy of our 
members and the 
security of their 
health records. 

4. Members’ view of access to health care services    4 

No comments. 

5 
Rarely hear 
complaints about 
waits for care, just 
the reverse in 
emergencies and 
other cases where 
urgent care is 
needed.  A few 
providers are slow 

 4.5 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

to answer email. 

5. Members’ view of provider quality    4 

No comments. 

5 
Complaints about 
quality from my 
group of nearly 800 
retired teachers 
have been almost 
non-existent in the 
last 5 years. 

 4.5 

6. Member’s view of vendor’s customer service    4 

No comments. 

5 

Few complaints 
and those involve a 
few individuals 
greeting members 
as they come in for 
appointments or 
tests. 

 4.5 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

7. Overall quality of service to members 5 

The majority of our 
members receive all 
their care, both 
inpatient and 
outpatient, from 
Kaiser Permanente 
physicians at 
medical facilities 
and hospitals we 
own and operate.  
In this integrated 
system, we provide 
our members with 
exclusive access to 
a network of 
providers that is 
recognized as high 
performing by 
independent quality 
evaluators, 
including the 
Integrated 
Healthcare 
Association, the 
Joint Commission, 
and NCQA, all of 
which use 
nonproprietary, 
publicly reported 
metrics to measure 
quality.  In 2007, 
based on Consumer 

4.5 

In general, 
members indicate 
that they are very 
satisfied with 
Kaiser’s quality of 
service.  One area 
of difficulty seems 
getting referrals for 
specialty care. 

4 

No comments. 

4 

No comments. 

5 

Almost made this a 
4.5 because the 
vendor’s own 
description focused 
almost entirely on 
employees and, 
those service is 
good for retirees, 
we were not 
mentioned 
specifically at all. 

4 
Member survey. 

4.4 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

Assessment of 
healthcare 
Providers and 
Systems results, 
members scored us 
higher than the 
average HMO 
health plan in 
California.  
Members gave high 
scores to our 
doctors as well. 

 

2007 CAHPS 4.0H-
How Well Doctors 
Communicate 
Percent responding 
“Always or 
Usually” 

Measure 

(Northern 
California) 

How Well Doctors 
Communicate: 89% 

Doctors Listening 
Carefully (how 
often): 89% 

Doctors Explaining 
Things You Can 
Understand: 91% 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

Doctors Showing 
Respect (for what 
you had to say): 
90% 

Doctors Spending 
Enough Time (with 
you): 86% 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

8. Overall value delivered 5 
Customers receive 
more value from 
Kaiser Permanente 
than they do from 
competitor’s plans, 
according to the 
results of a 2007 
nationwide survey.  
Using eValue8 (an 
assessment tool of 
the national 
Business Coalition 
on Health (NBCH) 
and Watson Wyatt 
Worldwide), 
customers assessed 
more than 100 
health plans.  
Kaiser Permanente 
Northern California 
and Southern 
California have the 
highest scores in 
their regions for 
every category – 
including plan 
profile, consumer 
engagement, 
provider 
measurement, 
prevention and 
health promotion, 

4.5 

In the last two 
years, I’ve observed 
a higher number of 
members switching 
to Kaiser during 
Open Enrollment.  
They see a lot of 
value in the lower 
premiums 
compared to other 
health plan options 
offered by HSS. 
 

4 

No comments. 
 

4 

No comments. 

5 

See number A7.  
But also I’d 
especially like to 
mention the value 
of the Senior 
Health 2009 series 
of classes in so 
many different 
fields – and 
compliment the 
person who 
organizes the 
program. 

4 

No comments. 
4.4 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

disease 
management, 
behavioral health, 
and pharmacy.  Our 
behavioral health 
programs helped 
set the national 
benchmark with 
southern California 
scoring 98 percent 
and Northern 
California scoring 
93 percent. 

 

It is also important 
to note that Kaiser 
Permanente 
Northern California 
had the highest 
number of first 
place rankings 
among health plans 
offered in Northern 
California in the 
2007 CCHRI 
Quality Report 
Card.  Of the total 
of 37 quality 
measures on the 
report, Kaiser 
Permanente 
Northern California 
is the top 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

performing plan on 
24 of them, more 
than all of the other 
health plans 
combined. 

 

Kaiser Foundation 
Health Plan, the 
nation’s oldest 
health maintenance 
organization, 
continues to be a 
leader and 
trendsetter in the 
health care 
industry.  Kaiser 
Permanente’s 
unique system of 
integrated care has 
been greatly 
imitated by our 
competitors, yet 
never duplicated.  
Our program 
includes many 
unique aspects of 
care and service 
that matter most to 
purchasers and 
members. 

B.  Respons iveness to  HSS Needs and Concerns 
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I N D I V I D U A L  P A N E L I S T  R A T I N G S  A N D  C O M M E N T S  

Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

1. Attendance and level of participation at relevant 
Health Service Board meetings 

5 
All HSS board 
meetings were 
attended by either 
the Executive 
Account Manager 
and or the Senior 
Sales Manager. 

    5 

Attendance is good. 
5 

2. Responsiveness and flexibility in interactions with 
Board 

4 
We’ve responded to 
questions provided 
by the HSS board 
and if necessary 
have also provided 
written responses 
to HSS. 

    3 

I was not aware 
until the last Board 
Meeting there 
continues to be a 
120 day lag in data 
supplied to the staff 
and Mercer. 

3.5 

3. Responsiveness and flexibility in interactions with 
HSS Staff 

5 

The Kaiser 
Permanente 
account 
management team 
has been extremely 
responsive to HSS 
staff in all 
interactions.  

5 

Kaiser staff 
provides quick and 
accurate response 
to requests made by 
HSS Member 
Services staff.  In 
many instances we 
get a response 
within 30 minutes 
for operations and 
communications 
issues.  Kaiser 
consistently 

1.5 

Kaiser is very 
responsive to daily 
requests and often 
responds within 
minutes of an email 
or phone call.  
Although we were 
pleased with 
Kaiser’s initial 
willingness to work 
with HSS to 
establish client-
specific disease 

   3.8 
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Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

demonstrates that 
they are willing to 
go the extra mile to 
resolve member 
issues.  

management 
performance 
guarantees we are 
disappointed that 
Kaiser would only 
agree to apply full-
responsibility 
penalties on global 
measures.  We do 
however, commend 
Kaiser for making 
an effort towards 
providing client-
specific measures 
by offering a 
“shared-risk” 
component for 
client-specific 
measures, even 
though 
implementation was 
impractical.  

Kaiser was also not 
able to modify the 
timing of our 
payments as 
requested, although 
our other vendors 
did so.  Kaiser did 
eventually 
implement the 
electronic Medicare 
eligibility, it was at 
the last minute and 
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Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

the process was 
overly difficult.  
Kaiser continues to 
have a 120 day data 
lag and no effort to 
resolve this issue 
has been 
demonstrated. 

C. Contrac t ing and Performance  Guarantees  

1. Written contract in place?  

 
 
 
 
 
 
 
 
 
 
 

3 
Kaiser did provide 
EOC’s in advance 
of Open 
Enrollment as 
requested but in the 
future should 
ensure that the 
EOC’s submitted 
for our review are 
redlined so that 
HSS can identify 
changes. 

   3 

2. Adherence to City’s social policy legislation  5 
No comments. 

5 
No comments.    5 

3. Inclusion of performance guarantees  
N/A. 

 

 

4 

Kaiser offers a 
variety of 
operational, 
member service, 
and disease 

   4 
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Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

management 
performance 
guarantees as 
requested by HSS.  
However, we would 
like to see more 
flexibility with 
measurements as 
they rely heavily on 
the NCQA making 
it difficult for HSS 
to standardize the 
measures across 
vendors. 

4. Comprehensiveness and sufficiency of 
performance guarantees 

4.5 

The Kaiser 
Permanente 
Performance 
Guarantees for the 
Health Service 
System are 
provided on a 
calendar year basis 
because as a fully 
integrated health 
care delivery 
program, Kaiser 
Permanente follows 
the HEDIS 
requirements and 
measurements. 

N/A 4 

As noted above, 
Kaiser expressed a 
willingness to work 
with HSS to 
establish client-
specific disease 
management 
performance 
guarantees for FY 
2009-10 but 
ultimately would 
only agree to apply 
full-responsibility 
penalties on global 
measures.  Kaiser 
did make an effort 
towards providing 

   4.3 
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Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

client-specific 
measures by 
offering a “shared-
risk” component 
for client-specific 
measures, but 
implementation was 
impractical. 

5. Adherence to performance guarantees N/A N/A 5    5 
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Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

• Member services calls answered within 30 
seconds 

Reached       

• Claims processing turnaround within 30 
business days (clean claims) 

Reached – 2007 & 
2008: Exceeded       

• ID card distribution within 10 business days Exceeded        

• Premium reconciliation within 30 calendar 
days 

Exceeded       

• Telephone call abandonment rate Reached – 2007 & 
2008: Exceeded       

• NCQA: CAHPS Overall satisfaction with 
health plan 

Exceeded       

• NCQA: CAHPS Overall dissatisfaction with 
health plan 

Reached – 2007 & 
2008: Exceeded       

• NCQA: CAHPS Delays in healthcare while 
waiting for health plan approval 

Reached       

• NCQA: CAHPS Member rating of personal 
physician 

Exceeded       

• NCQA: CAHPS Member rating of specialists Exceeded       
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Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

• NCQA: CAHPS Member rating of customer 
service 

Reached       

• Client-specific communications to enrollees 
will be shared with client benefits team prior to  

Reached       

• Satisfaction with account management Exceeded       

• Availability for periodic meetings and open 
enrollment 

Exceeded       

• Account manager responsiveness to client calls 
within one business day 

Exceeded       

• NCQA: CAHPS Getting needed care Exceeded       

• Breast cancer screening (mammography) rate Exceeded       

• Diabetic glycosolated hemoglobin testing rate Exceeded       

• Diabetic lipid control rate Exceeded       

• Diabetic nephropathy monitored Exceeded       

• Childhood immunization rate Exceeded       

• Cholesterol Management (Screening)  Exceeded       
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Criterion Vendor’s Self-
Rating 

HSS Oper-
ations Staff 

HSS Finance 
Staff Active Member Retiree 

Member Board Member Overall Rating 

• Beta blocker treatment after heart attack rate Exceeded       

• Chlamydia screening in women (all ages) Exceeded       

• Antidepressant medication management Exceeded       

• Follow-up after hospitalization for mental 
illness 

Exceeded       

• NCQA accreditation Exceeded       

• PCP turnover rate Reached       

• Meet physician recredentialing requirements Reached       

• HEDIS report available within one month 
after NCQA deadline 

Reached       

6. Prompt reporting and payment for breaches of 
performance guarantees 

N/A N/A 

4 

Would like more 
timely reporting of 
the quarterly 
performance 
guarantee results. 

   4 
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Board Member Comments: 
 

1.) As a Board member I was not aware that there continued to be a 120 day lag in data and the Kaiser representative at the Vendor Reportcard Meeting had no plans to remedy this 
ongoing problem. 

2.) Also there continues to be a problem with providing client specific information re: disease management performance guarantees.  Staff has requested this and Kaiser is the only vendor 
that has not been able to provide. 

3.) Implementing electronic Medicare eligibility is now in place but met with much resistance. 
 
For our dashboard to be effective it is important that all vendors provide the necessary information on time. 
 
Retiree Comments: 
 
My husband and I have been Kaiser members since I was a beginning teacher in the SFUSD in 1962, and we’ve seen many changes over the course of those 47 years, almost all of them 
positive.  I had a major complaint about one doctor many years ago – and it was handled immediately.  We requested a change in our primary care physician, and that was mainly because she 
was also teaching and therefore only available part-time.  The pace of improvements large and small has increased, especially in the last 10-12 years, as integrated care has become more 
integrated and more member-oriented.  And I especially like the access to our electronic records. 
 
Operation Staff Comments: 
 
The enrollment process for members who age out seems to be confusing because it’s not clear to members what part of the enrollment is handled by Kaiser and what part is handled by HSS.  
This area needs detailed review and modification. 
 
Kaiser does not seem flexible when we process retroactive Medicare enrollment in cases where we determine that Medicare or the member made a mistake.  There have been instances where 
Medicare fixes an error retroactively but Kaiser does not seem willing to follow Medicare’s lead. 
 
Through telephone calls and enrollment applications, we observed cases where the survivor of a Kaiser member is enrolled in a Kaiser program without any connection to his or her HSS 
eligibility as a surviving dependent.  
 
The willingness of Kaiser’s staff to resolve business and member issues is quite remarkable considering that in some cases they are up against institutional system that don’t allow quick changes. 
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