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Benefit Accuracy Rate
Definition & Measurement Details

The number of patient responsibilities for health insurance claims in which the payer returned the correct patient responsibility information (based 
on patient benefits eligibility) at the time of service divided by the total number of claims processed by the payer over the same period of time, as a 
percentage.

Benefit Accuracy Rate measures the percentage of instances where 
the health insurance company communicated the appropriate patient 
responsibility amount (i.e., co-pay, deductible, or co-insurance 
amounts) to the healthcare provider, based on the services rendered 
and the benefits that the patient is eligible for under their insurance 
policy. A high rate of incorrect patient responsibility information has a 
significant negative impact on both health plan member experience/
service levels, as well as the service being provided to the healthcare 
provider (e.g., doctor, clinic, hospital, etc.). Errors here can also impact 
employee productivity and rework rates within claims operations, as 
additional payments may have to be collected from customers (or 
paid out to customers) following the communication of an incorrect 
patient responsibility amount. To remedy inaccuracies here, look to 
pre-adjudicate claims (and/or adjudicate them in real-time) to estimate 
patient responsibility, or implement more rigorous methods for verifying 
patient eligibility.

Claims Auto-Adjudication Rate, Claims Denial Rate (Medical/Health), 
Percentage of Claims Requiring Rework, Cost per Claim (Medical), Patient 
Eligibility Accuracy Rate

(Number of Instances where Correct Patient Responsibility Amount 
was Communicated by Payer / Total Number of Patient Responsibility 
Amounts Communicated) * 100

Two numbers are used to calculate this KPI: (1) the number of 
instances where the health insurance payer returned the correct patient 
responsibility amount to the healthcare provider following the completion 
of medical services, and (2) the total number of times where the payer 
communicated a patient responsibility amount to a healthcare provider 
over the same time period. The patient responsibility amount is the dollar 
amount beyond what is covered by the patient’s insurance plan that must 
be paid out-of-pocket (or the co-pay) by the patient. Any instance where 
this amount does not match the amount that SHOULD have been paid 
(including any amount above or below the correct amount), as defined by 
the eligibility and current status of the patient’s insurance plan, should 
not be counted in the numerator for this calculation.

What is Benefit Accuracy Rate?

Formula

Why should this KPI be measured? How is this KPI calculated?

Related KPIs

ABRIDGED CONTENT

Purchase to View Full Definition & Measurement Details!
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Benefit Accuracy Rate
Benchmarks & Characteristics of High Performers

Benefit Accuracy Rate
(Number of Instances where Correct Patient Responsibility Amount was Communicated by Payer / Total Number of Patient Responsibility Amounts Communicated) * 100

How to read this chart: This chart summarizes the performance gaps between high (Top 5%), mid 

(Median) and low (Bottom 5%) performers for this Key Performance Indicator (KPI). For example, the 

column labeled “Top 5%” represents a company that outperformed 95% of the peer group observed 

for this metric.
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Characteristics of High Performers

• KPIs are well-defined, tracked and tied to 
performance reviews

• Robust self-service options for customer 
(online FAQs, etc.)

• Agents cross-trained to handle and resolve 
multiple call types

• KPIs are well-defined, tracked and tied to 
agent performance reviewsSAMPLE CONTENT

Purchase to View Actual Benchmarking Data!
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Benefit Accuracy Rate
Benchmarks & “Long Tail” Analysis

Benefit Accuracy Rate
(Number of Instances where Correct Patient Responsibility Amount was Communicated by Payer / Total Number of Patient Responsibility Amounts Communicated) * 100

How to read this chart: This chart plots all values within the observed population for this KPI. This chart can be useful in 
analyzing the upper and lower boundaries (i.e., minimum/maximum values) and the amount of the population that falls 
above/below the average for the KPI, among other things.
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