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ELCMS New Metrics Enhancment
Lightspeed has been gathering and preparing specifications for a Performance Management module which has been expanded to incorporate several types of metrics on the claim system. The ELCMS Metrics feature provides support for the capture and reporting of various Metrics within ELCMS.  There are five categories of ELCMS metrics; Workload, Performance, Production, Exception and Watch List.

· Workload metrics measure the volume of a type of work assigned to an individual at a given point in time.  One example of a workload metric would be number of open claims assigned to an examiner at last month end.  Workload metrics could be compared and contrasted to an average and/or a benchmark. 

· Performance metrics measure tasks completed by an individual in a given time period.  One example of performance metrics would be the number of claim closing by an examiner in the past month.  Performance metrics could be compared and contrasted to an average and/or a benchmark. 

· Production metrics combine workload and performance measurements.  One example of exception metrics would be examiner production report showing new, open, close and reopen activity with the current pending. Production metrics could be compared and contrasted to an average and/or a benchmark. 

· Exception metrics quantify abnormal conditions requiring attention.  One example of exception metrics would be the number of open claims with no activity.

· Watch List metrics are items flagged for monitoring and review.  One example of watch list metrics would be claims in suit.

Management is provided global organizational summary and detail views; with the detail views being categorized by individual and or sub category.  Each user would be provided views with metrics specific to them. Each user’s detail view should link them to the item to be addressed.  

Supervisors will now have an additional queue for Department Metrics similar to Enterprise Metrics but focused on the Supervisor's department rather than the whole organization.  The first tier will be identical the user first tier but will summerize the statistics for the Supervisor's department.  The second tier will be identical the user second tier but will summerize the statistics for the Supervisor's department.  From the second tier double clicking on a row go to the third tier, a listing of the selected item with rows for each user in the department.  The fourth and final tier will be a jump to queue button to take the supervisor to the selected user's queue related to the selected item.  Please provide a dropdown for supervisors to be able to switch the view to other departments.  (Cases 4321 & 4323 created Departement and Supervisor concepts; case 4324 create Enterprise Metrics)  (v4.13)

Managers and Supervisors will now have a seperate queue for Enterprise Metrics; a global organizational summary and detail views; with the detail views being categorized by individual and or sub category.  This uses the same data as the existing metrics queue but will be presented in an Enterprise view.  The first tier will be identical the user first tier but will summerize the statistics for the whole organization.  The second tier will be identical the user second tier but will summerize the statistics for the whole organization.  From the second tier double clicking on a row go to the third tier, a listing of the selected item with rows for each user.  The fourth and final tier will be a jump to queue button to take the manager to the selected user's queue related to the selected item.  (v4.13)

Metrics are configurable so each customer can switch on or off the metrics they want to measure, and what the rules are for that measurement.

The ELCMS Metrics feature displays a quantitative list of the Workload, Performance and Production for each examiner.  A summary and detail option is offered for each component within the Metrics system
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Figure 3-1: Claim Maintenance – Home Tab – Metrics

This is the Metrics screen in the Home Tab of Claim Maintenance.  This displays the count for each of the items that are being tracked per examiner.  Double clicking on any of the individual Metrics options will open up a detail screen that will provide more in depth information related to the item.

Please add a help button to each row on the first screen.  Help text should have info from the user documentation as well as indicating the configured values. (v4.12)

Workload Metrics

Mailbox
This represents the quantity of items in users’ mailboxes.
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Figure 4-1: Claim Maintenance – Home Tab – Metrics – Mailbox Metrics Breakdown

This is the Metrics breakdown screen for the examiner Mailbox

1) This screen is accessed by double clicking on the Mailbox item on the Metrics screen

2) The Claim Type shows – N/A

3) The Sub Type shows – N/A

4) The Count shows  - how many items are currently in the user mailbox.

5) The Goal shows – N/A

6) The Variance shows – N/A

7) The jump to Queue button will transport the user to the Mailbox queue

Open Claim
This represents the quantity of items in users’ open claim queue.  It includes a break-down by claim type.  Metric includes average and/or benchmark comparisons.  The link will be to the user’s Open Claim queue in the home tab.
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Figure 4-1: Claim Maintenance – Home Tab – Metrics – Open Claim Metrics Breakdown

This is the Metrics breakdown screen for the Open Claim option

1) This screen is accessed by double clicking on the Open Claim item on the Metrics screen

2) The Claim Type shows – the different LOB/Business Unit types on which there are open claims

3) The Sub Type shows – N/A

4) The Count shows  - how many open claims there are for each claim type

5) The Goal shows – how many open claims there should be for each Type

6) The Variance shows  - the difference between the Count and the Goal 

7) The jump to Queue button will transport the user to the Open Claim queue

Diary
This represents the quantity of items in users’ diary queue for the current day with a break-down by degree of needed attention; alert, escalation, normal.  The link will be to the user’s diary queue in home tab.
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Figure 4-1: Claim Maintenance – Home Tab – Metrics – Diary Metrics Breakdown

1) This screen is accessed by double clicking on the Diary item on the Metrics screen

2) The Claim Type shows – N/A

3) The Sub Type shows – the state of the diary

4) The Count shows  - how many diaries there are for each state.

5) The Goal shows – N/A

6) The Variance shows – N/A

7) The jump to Queue button will transport the user to the Diary queue

Payment Request
This represents the quantity of items in users’ payment request queue.  The link will be to the user’s payment request queue in home tab.
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Figure 4-1: Claim Maintenance – Home Tab – Metrics – Payment Request Metrics Breakdown

1) This screen is accessed by double clicking on the Payment Request item on the Metrics screen

2) The Claim Type shows – N/A

3) The Sub Type shows – PSQ Exception Codes

4) The Count shows  - how many Payment Requests there are for each Code

5) The Goal shows – N/A

6) The Variance shows – N/A

7) The jump to Queue button will transport the user to the Payment Request queue

AutoPay
This represents the quantity of items in users’ autopay queue with a break-down by status or severity.  No average or benchmark comparison.  The link will be to the user’s autopay queue in home tab.
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Figure 4-1: Claim Maintenance – Home Tab – Metrics – AutoPay Metrics Breakdown

1) This screen is accessed by double clicking on the Autopay item on the Metrics screen

2) The Claim Type shows – N/A

3) The Sub Type shows – the severity of the Autopay

4) The Count shows  - how many Autopay items there are for each severity

5) The Goal shows – N/A

6) The Variance shows – N/A

7) The jump to Queue button will transport the user to the Autopay queue

Alert
This represents the quantity of items in users’ alert queue with a break-down by degree of needed attention; requires approval, requires acknowledgement, normal.  The link will be to the user’s alert queue in home tab.
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Figure 4-1: Claim Maintenance – Home Tab – Metrics – Alert Metrics Breakdown

1) This screen is accessed by double clicking on the Alert item on the Metrics screen

2) The Claim Type shows – N/A

3) The Sub Type shows – the status of the alert

4) The Count shows  - how many Alerts of each status there are in the queue.

5) The Goal shows – N/A

6) The Variance shows – N/A

7) The jump to Queue button will transport the user to the Alert queue

Review
This represents the quantity of items in users’ review queue.  The link will be to the user’s review queue in home tab.
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Figure 4-1: Claim Maintenance – Home Tab – Metrics – Review Metrics Breakdown

1) This screen is accessed by double clicking on the Review item on the Metrics screen

2) The Claim Type shows – N/A

3) The Sub Type shows – N/A

4) The Count shows  - Count of Review Items

5) The Goal shows – N/A

6) The Variance shows – N/A

7) The jump to Queue button will transport the user to the Review queue

Recently Assigned Claims

Available in v4.13
This represents claims assigned to the examiner within the past xx days (number of days should be configurable and defaulted to 30).   Assignment should be considered a claim is posted to them, re-assigned to them, or reopened to them (including claims re-opened from history).  
Performance Metrics

Claim Closings
This reports claim closes and re-closes within the past X time period by examiner.  X time period is configurable by claim type and could be expressed in days, weeks or months.  No links are needed.
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Figure 5-1: Claim Maintenance – Home Tab – Metrics –Claim Closings Metrics Breakdown

1) This screen is accessed by double clicking on the Claim Closings item on the Metrics screen

2) The Claim Type shows – the different Business Unit types on which there are closed claims

3) The Sub Type shows – N/A

4) The Count shows  - how many closed claims there are for each Business Unit

5) The Goal shows – N/A

6) The Variance shows – N/A

Suffix Closings
This reports suffix closes and re-closes within the past X time period by examiner.  X time period would be configurable by claim type and could be expressed in days, weeks or months.  No links are needed.
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Figure 5-1: Claim Maintenance – Home Tab – Metrics – Suffix Closings Metrics Breakdown

1) This screen is accessed by double clicking on the Suffix Closings item on the Metrics screen

2) The Claim Type shows – the different Business Unit types on which there are closed Suffixes

3) The Sub Type shows – N/A

4) The Count shows  - how many closed Suffixes there are for each Business Unit

5) The Goal shows – N/A

6) The Variance shows – N/A

Notice Posting
This reports notices posted to claim within the past X time period by entry operator.  X time period would be configurable by claim type and could be expressed in days, weeks or months.  No links are needed.
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Figure 5-1: Claim Maintenance – Home Tab – Metrics – Notice Posting Metrics Breakdown

1) This screen is accessed by double clicking on the Notice Posting item on the Metrics screen

2) The Claim Type shows – the different Business Unit types for which Notices have been posted to claims.

3) The Sub Type shows – N/A

4) The Count shows  - how many Notices have been posted to Claim for each claim type

5) The Goal shows – N/A

6) The Variance shows – N/A

Payment Requests
This reports payments submitted within the past X time period by entry operator.  X time period would be configurable by payment type and could be expressed in days, weeks or months.  No links are needed.
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Figure 5-1: Claim Maintenance – Home Tab – Metrics – Payment Requests Metrics Breakdown

1) This screen is accessed by double clicking on the Payment Requests item on the Metrics screen

2) The Claim Type shows – N/A

3) The Sub Type shows – the type of payment that is being requested, Loss Or Expense

4) The Count shows  - how many of each type of payment have been requested

5) The Goal shows – N/A

6) The Variance shows – N/A

Production Metrics

Examiner Production
This provides the examiner production report showing new, open, close and reopen activity with the current pending by examiner. It includes a break-down by claim type.  No links are needed.
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Figure 6-1: Claim Maintenance – Home Tab – Metrics – Examiner Production Metrics Breakdown

1) This screen is accessed by double clicking on the Examiner Production item on the Metrics screen

2) The Claim Type shows – Business Units.

3) The Sub Type shows – N/A

4) Prior Pending – Open claims since beginning of period to current date

5) New – New claims created since beginning of period to current date

6) Reopen – New claims reopened since beginning of period to current date

7) Closed – New claims created since beginning of period to current date

8) Reassigned From - New claims reassigned from the examiner to someone else since beginning of period to current date

9) Reassigned To - New claims reassigned to the examiner since beginning of period to current date

10) Pending - New claims open to current date

11) The Goal shows – desired number of Open Claims

12) The Variance shows – Number of Open Claim minus the Goal value

Exception Metrics

Claims without Diary
This reports open claims with no open diaries by examiner.  The link will be to the user’s alert queue in home tab.
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Figure 7-1: Claim Maintenance – Home Tab – Metrics – Claims without Diary Metrics Breakdown

1) This screen is accessed by double clicking on the Claims without Diary item on the Metrics screen

2) The Claim Type shows –N/A

3) The Sub Type shows – N/A

4) The Count shows  - how many open claims there are without any diaries

5) The Goal shows – N/A

6) The Variance shows – N/A

Diary Escalation
This reports diary escalation alerts by user on the initial diary.  The link will be to the user’s alert queue in home tab 
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Figure 7-1: Claim Maintenance – Home Tab – Metrics – Diary Escalation Metrics Breakdown

1) This screen is accessed by double clicking on the Diary Escalation item on the Metrics screen

2) The Claim Type shows –N/A

3) The Sub Type shows – N/A

4) The Count shows  - Number of Diaries that have been escalated to a manager

5) The Goal shows – N/A

6) The Variance shows – N/A

No OSL
This reports open claims without OSL by examiner.  The link will be to the user’s alert queue in home tab.
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Figure 7-1: Claim Maintenance – Home Tab – Metrics – No OSL Metrics Breakdown]

1) This screen is accessed by double clicking on the No OSL item on the Metrics screen

2) The Claim Type shows – N/A

3) The Sub Type shows – N/A

4) The Count shows  - Number of open claims that do not have an OSL

5) The Goal shows – N/A

6) The Variance shows – N/A

OSL without OSE
This reports claims with OSL but not OSE by examiner.  The link will be to the user’s alert queue in home tab.
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Figure 7-1: Claim Maintenance – Home Tab – Metrics – OSL without OSE Metrics Breakdown

1) This screen is accessed by double clicking on the OSL without OSE item on the Metrics screen

2) The Claim Type shows – N/A

3) The Sub Type shows – N/A

4) The Count shows  - Number of open claims that have an OSL without an OSE

5) The Goal shows – N/A

6) The Variance shows – N/A

No OSE

This reports claims with no OSE by examiner.  The link will be to the user’s alert queue in home tab.
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Figure 7-1: Claim Maintenance – Home Tab – Metrics – OSL without OSE Metrics Breakdown

1) This screen is accessed by double clicking on No OSE item on the Metrics screenThe Claim Type shows – N/A

2) The Sub Type shows – N/A

3) The Count shows  - Number of open claims without an OSE

4) The Goal shows – N/A

5) The Variance shows – N/A
Claims without Activity
This reports open claims without any activity within the past X number of days by examiner.  Number of days would be configurable by claim type.  Activity is defined as user notes, transactions and status screen entries.  
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Figure 7-1: Claim Maintenance – Home Tab – Metrics – Claims without Activity Metrics Breakdown

1) This screen is accessed by double clicking on the Claims without Activity item on the Metrics screen

2) The Claim Type shows – N/A

3) The Sub Type shows – N/A

4) The Count shows  - Number of open claims without Activity

5) The Goal shows – N/A

6) The Variance shows – N/A

AutoPay
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1) This screen is accessed by double clicking on the AutoPay item on the Metrics screen

2) The Claim Type shows – N/A

3) The Sub Type shows – N/A

4) The Count shows  - Number of open claims without Activity

5) The Goal shows – N/A
6) The Variance shows – N/A

PSQ over 30 days

Exception metric for PSQ greater than 30 days (exclude archive and breakdown by exception).  Number of days to be configurable.  Applies to NJ and IL only, Default to disabled for all others.  (v4.13)
DOL after Liquidation

New Exception metric has been added showing claims with Date of Loss after the Liquidation date. (v4.13)
No Recent User Notes

New Exception metric 'No Recent User Notes' has been added which shows claims with no user notes within the last xx days (default to 90 days).  System notes are not considered in this. (v4.13)
NOI without Claimant

New Exception Metric for NOI w/o claimant has been added showing Notices for company Uninsured Motorist that have no claimant defined.  This is for NJIGA only, it will be disabled for all other customers. (v4.13)
NOI without Letter

New Exception Metric for NOI w/o a letter within 7 days of creation showing Notices for company Uninsured Motorist that did not have a letter created within seven days of being set up.  This is for NJIGA only, it will be disabled for all other customers. (v4.13)
UCJF closed w/o Collection
New 'UCJF closed w/o Collection' Exception Metric has been added showing UCJF claims that are closed but have not been assigned to a collection vendor or been declared uncollectable.  This is for NJIGA only, it will be disabled for all other customers. (v4.13)
Watch List Metrics

Large OSL
Report open claims without OSL greater than $X by examiner.  X amount would be configurable by claim type.  A new Large OSL queue would be added to the home tab for this watch list; it would have the same look and functionality as the Open Claim queue but would show claims assigned to the user meeting the OSL criteria.  The link will be to the user’s Large OSL queue in home tab.
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Figure 8-1: Claim Maintenance – Home Tab – Metrics – Large OSL Metrics Breakdown

1) This screen is accessed by double clicking on the Large OSL item on the Metrics screen

2) The Claim Type shows – 

3) The Sub Type shows – N/A

4) The Count shows  - Number of open Claims that have Large OSL

5) The Goal shows – N/A

6) The Variance shows – N/A

Outstanding Recovery on Closed
This reports closed claims with outstanding recovery reserves by examiner.    A new Outstanding Recovery queue would be added to the home tab for this watch list; it would have the same look and functionality as the Open Claim queue but would show claims assigned to the user meeting the criteria.  The link will be to the user’s Outstanding Recovery queue in home tab.
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Figure 8-1: Claim Maintenance – Home Tab – Metrics – Outstanding Recovery on Closed Metrics Breakdown

1) This screen is accessed by double clicking on the Diary Escalation item on the Metrics screen

2) The Claim Type shows –

3) The Sub Type shows – 

4) The Count shows  - Number of closed claims with Outstanding Recovery.

5) The Goal shows – N/A

6) The Variance shows – N/A

Claims in Suit

New watch list metric for Claims in Suit showing the claims with the Suit Flag checked. (v4.13)







































































































































































































































