
At Convey Health Solutions, we’ve successfully guided many organizations through this journey. We understand 
that the right time to modernize is unique to each company.

This watchlist is designed to help you assess your current systems and identify areas of strength and potential risk. 
It can help you identify areas of strength, pinpoint potential risks, and gain a clearer picture of your operational 
health. Consider reviewing this quarterly.  If you find several areas where your metrics differ from the benchmarks, 
it might signal an opportunity to evaluate the long-term costs and benefits of your current systems.

Legacy System Watchlist

	▪ Enrollment Auto-Processing Rate: Is your enrollment auto-
processing rate 99.5% or higher? 
(Benchmark: Modern systems typically achieve 99.5% or higher, 
reducing the need for manual intervention.)

	▪ First-Contact Resolution Rate: Is your first-contact resolution 
rate 89% or higher? 
(Benchmark: Integrated systems often exceed 89%, as staff have 
the information they need readily available.)

	▪ Call Satisfaction Score: Is your call satisfaction score 90% or higher? 
(Benchmark: A unified view of member data has been shown to 
improve satisfaction scores from an average of 79% to 90%.)

	▪ Caller Effort Score Trend: Is your caller effort score improving? 
(Benchmark: Integrated systems have been shown to improve caller 
effort scores by as much as 12 percentage points.)

	▪ Net Promoter Score (NPS): Is your Net Promoter Score (NPS) 
50 or higher? 
(Benchmark: Modern platforms have been observed to achieve an 
NPS of over 50, compared to the industry target of 37.)

	▪ Average Handle Time (AHT): Is your average handle time 
8 minutes or less? 
(Benchmark: 6-8 minutes for healthcare insurance)

	▪ Abandonment Rate: Is your abandonment rate below 5%? 
(Benchmark: <5%)

Operational Performance Metrics

Yes NoY N

Are you hitting all the benchmarks? Mark yes or no for each benchmark, 
use the column on the right to keep track of your totals.

CATEGORY TOTALS
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System Integration Health

	▪ Batch Processing Dependency: Have you eliminated batch 
processing dependency for key operations like enrollment changes? 
(Benchmark: Real-time integration eliminates these delays.)

	▪ Multi-Transfer Rate: Can members complete a single coverage 
change without multiple transfers? 
(Benchmark: A single coverage change ideally shouldn’t require 
multiple transfers.)

	▪ Manual Reconciliation Hours: Have you eliminated manual 
reconciliation of enrollment and billing data? 
(Benchmark: Staff hours dedicated to manual reconciliation be near 
zero with modern systems.)

	▪ System-to-System Workarounds: Have you eliminated the need for 
custom integrations and manual data transfers? 
(Benchmark: Modern systems eliminate the need for custom 
workarounds.)

	▪ Data Discrepancy Incidents: Does your system catch data 
discrepancies between enrollment and billing in real-time? 
(Benchmark: Integrated systems can catch these discrepancies in 
real-time.)

	▪ System Uptime: Is your system uptime 99.9% or higher? 
(Benchmark: 99.9% or higher)

Yes NoY N

	▪ Audit Preparation Time: Can you pull comprehensive enrollment 
verification records for an audit in under 48 hours? 
Integrated systems provide audit-ready records in under 48 hours.

	▪ Transaction Logging Completeness: Can you easily track who 
changed what and when across all relevant systems? 
(Benchmark: Audit trails should be an automatic function of 
the system.)

	▪ CMS File Reconciliation: Does your system perform real-time CMS 
file reconciliation? 
(Benchmark: Real-time reconciliation reduces compliance 
exposure and audit risk.)

Audit & Compliance Readiness

Yes NoY N
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	▪ System-Related Penalties: Are you free from CMS penalties related to 
technology failures?

	▪ Regulatory Update Response Time: Can your team implement new 
CMS requirements in days rather than months? 
(Benchmark: Modern systems can often accommodate these changes 
in days, not months.)

	▪ Error Rate in CMS Submissions: Is your error rate for MMR and TRR 
files below 1%? (Benchmark: <1% for MMR, TRR files)

	▪ Grievance/Appeal Resolution Time: Do you resolve grievances and 
appeals within 30 days for standard cases and 24 hours for 
expedited cases? 
Benchmark: 30 days standard, 24 hours for expedited)

Y N

	▪ Star Ratings Trend: Are your Star Ratings stable or improving with 
your quality improvement efforts? A 0.5-star drop can impact 
revenue by as much as 5% for most plans.

	▪ IT Budget Allocation: Do you spend less than 20% of your IT budget 
on legacy system maintenance? 
(Benchmark: Modern systems should require less than 20% of 
IT budget for maintenance.)

	▪ Benefit Configuration Time: Can your team configure and launch 
new benefits in a matter of days? 
(Benchmark: Competitors with modern systems can often configure 
and launch new benefits in a matter of days.)

	▪ Member Churn Rate: Is your member retention stable or 
improving? 
(Benchmark: Automated processes reduce billing errors and service 
delays that drive member churn.)

	▪ RFP Win Rate: Is your RFP win rate competitive with organizations 
that have more agile operations?

Financial & Strategic Impact

Y N Yes No
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Ready to Discuss Your Findings?
When you’re ready to explore next steps or get a second opinion, we’re here to help. 
Schedule a no-pressure consultation with one of our specialists to review your assessment 
and discuss a roadmap that’s right for you. 

Member Experience Indicators

	▪ Billing Error Complaint Rate: Are billing errors after coverage 
changes rare or non-existent?

	▪ Coverage Gap Incidents: Are you free from member-reported 
coverage issues that trace back to eligibility file errors?

	▪ Service Delay Complaints: Are members receiving timely responses 
and getting answers on the first try?

	▪ Member Satisfaction Trend: Are your member satisfaction scores 
meeting or exceeding industry benchmarks?

	▪ Self-Service Success Rate: Do members successfully use your self-
service options without needing to call for assistance?

Y N Yes No

CATEGORY TOTALS

How did you do?
Mostly “Yes” answers indicate strong system performance. Several “No” answers? 

That’s your signal to assess whether your current systems are worth what they’re costing you.

https://conveyhealthsolutions.com/
mailto:BusinessSolutions%40conveyhs.com?subject=
http://conveyhealthsolutions.com

	Text Field 1: 
	Text Field 2: 
	Check Box 1: Off
	Check Box 2: Off
	Check Box 3: Off
	Check Box 4: Off
	Check Box 5: Off
	Check Box 6: Off
	Check Box 7: Off
	Check Box 8: Off
	Check Box 9: Off
	Check Box 10: Off
	Check Box 11: Off
	Check Box 12: Off
	Check Box 61: Off
	Check Box 62: Off
	Text Field 13: 
	Text Field 14: 
	Check Box 13: Off
	Check Box 14: Off
	Check Box 15: Off
	Check Box 16: Off
	Check Box 17: Off
	Check Box 18: Off
	Check Box 19: Off
	Check Box 20: Off
	Check Box 21: Off
	Check Box 22: Off
	Check Box 23: Off
	Check Box 24: Off
	Text Field 25: 
	Text Field 26: 
	Check Box 25: Off
	Check Box 26: Off
	Check Box 27: Off
	Check Box 28: Off
	Check Box 29: Off
	Check Box 30: Off
	Check Box 33: Off
	Check Box 34: Off
	Check Box 35: Off
	Check Box 36: Off
	Check Box 37: Off
	Check Box 38: Off
	Check Box 31: Off
	Check Box 32: Off
	Check Box 45: Off
	Check Box 46: Off
	Check Box 39: Off
	Check Box 40: Off
	Check Box 41: Off
	Check Box 42: Off
	Check Box 43: Off
	Check Box 44: Off
	Text Field 39: 
	Text Field 40: 
	Check Box 57: Off
	Check Box 58: Off
	Check Box 59: Off
	Check Box 60: Off
	Check Box 47: Off
	Check Box 48: Off
	Text Field 41: 
	Text Field 42: 
	Check Box 49: Off
	Check Box 50: Off
	Check Box 51: Off
	Check Box 52: Off
	Check Box 53: Off
	Check Box 54: Off
	Check Box 55: Off
	Check Box 56: Off


