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Percentage of New Member ID Cards Received On-Time
Definition & Measurement Details

The number of ID cards for new health plan members that were received on or before the effective date divided by the total number of new member ID 
cards sent over the same period of time, as a percentage.

Percentage New Member ID Cards Received On-Time measures number 
of ID cards for new health plan members that were received on or before 
the effective date in relation to the total number of new member ID cards 
sent over the same period of time. A relatively low value for this metric 
is typically related to a few common factors, including highly manual 
new member enrollment processes (i.e., manually reviewing enrollment 
applications, manual data entry, etc.), inefficient call script and customer 
communication policies (especially concerning on-time communications), 
poor customer contact tracking and management (i.e., tracking 
of customer communications and contact information), inefficient 
distribution practices (includes poor performance by distribution vendors), 
and sub-par member services employee training and performance. Each 
of these factors can lead to increased error rates (i.e., new member ID 
cards being sent to the wrong address, etc.), longer cycle times and 
increased customer dissatisfaction which can vastly increase operating 
expenses (i.e., rework, time spent fixing errors and obtaining needed 
information from customers, etc.) and customer attrition rates.

Total Volume: Member ID Card Renewals, Total Volume: New Member ID 
Cards Sent, Member Services Expense per Policy In-Force, Percentage of 
Member ID Card Renewals Received On-Time

(Number of New Member ID Cards Received On-Time / Total Number of 
New Member ID Cards Sent) * 100

Two numbers are used to calculate this KPI: (1) the number of ID 
cards for new health plan members that were received on or before 
the effective date, and (2) the total number of new member ID cards 
sent over the same period of time. The effective date on ID cards is 
considered to be the calendar date in which the policy new health plan 
members have been enrolled in becomes active. Health insurance ID 
cards typically contain the personal information (i.e., name, member 
ID number, group number, etc.) of the appropriate health plan member, 
the name of the insurer and their member services contact number, 
the plan type (i.e., HMO, POS, PPO), any benefits that are a part of the 
health plan (i.e., vision, dental and prescription drug benefits, etc.), and 
other important relevant information (i.e., important telephone numbers, 
websites, etc.).

What is Percentage of New Member ID Cards Received On-Time?

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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Percentage of New Member ID Cards Received On-Time
Benchmarks & Characteristics of High Performers

Percentage of New Member ID Cards Received On-Time
(Number of New Member ID Cards Received On-Time / Total Number of New Member ID Cards Sent) * 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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Sample Size: XX

KPI Type: XX

Unit: XX

Is High or Low Best?: XX

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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trademark OpsDog, Inc., and are OpsDog’s proprietary information. No part of this book shall be 

reproduced, stored in a retrieval system, or transmitted by any means, electronic, mechanical, 

photocopying, recording or otherwise, without written permission from OpsDog, Inc.

OpsDog, Inc. assumes no liability with respect to the use of the information contained herein 

which is provided “as is” and there are no warranties of any kind provided by OpsDog with 

respect to this report. OpsDog assumes no responsibility for errors or omissions and will not be 

liable for any damages resulting from the use of the information contained herein.
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