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Disclaimer

Willis Towers Watson has prepared this information solely in our capacity as consultants under the terms of our engagement with you with 
knowledge and experience in the industry and not as legal advice. This information is exclusively for the State of Delaware’s State Employee 
Benefits Committee to use in the management, oversight and administration of your state employee group health program. It may not be 
suitable for use in any other context or for any other purpose and we accept no responsibility for any such use.

Willis Towers Watson is not a law firm and therefore cannot provide legal or tax advice. This document was prepared for information 
purposes only and it should not be considered a substitute for specific professional advice. As such, we recommend that you discuss this 
document with your legal counsel and other relevant professional advisers before adopting or implementing its contents. This document is 
based on information available to Willis Towers Watson as of the date of delivery and does not account for subsequent developments after 
that date. 

Willis Towers Watson shares available medical and pharmacy research and the views of our health management practitioners in our capacity 
as a benefits consultant. We do not practice medicine or provide medical, drug, or legal advice, and encourage our clients to consult with 
both their legal counsel and qualified health advisors as they consider implementing various health improvement and wellness initiatives.

This material was not prepared for use by any other party and may not address their needs, concerns or objectives. This document may not 
be reproduced, disclosed or distributed to any other party, whether in whole or in part, other than as agreed with you in writing, except as 
may be required by law. 

We do not assume any responsibility, or accept any duty of care or liability to any other party who may obtain a copy of this material and any 
reliance placed by such party on it is entirely at their own risk.
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Update on CVS Commercial Plan Performance for FY22

• Pharmacy benefits management under the State Employee Group Health plan has been administered by 
CVS Health since July 1, 2021 for Commercial (non-Medicare) plan participants and since January 1, 2022
for EGWP (Medicare) plan participants

• Change impacted every participant enrolled in the State Employee Group Health plan

• FY22 Commercial plan performance results are now available for:

• Financial performance guarantees

• Member satisfaction survey

• Performance results for the EGWP 2022 plan year (ending 12/31/2022) will not be available until mid-2023
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CVS Commercial Plan Performance Guarantee Results, FY2022

• CVS met that majority of the performance guarantees (PGs) for the 2022 fiscal year (7/1/2021 – 6/30/2022)

• Two financial guarantees were missed related to specialty brand effective rate and specialty generic 
effective rate discount guarantees

• PG sets targets for minimum level of discounts achieved for both brand and generic drugs dispensed 
through the plan

• Actual measured discounts were less than target

• Resulted in a penalty payment back to the State Group Health Plan in the amount of $818,000

• Member satisfaction survey results are generally positive; highlights include:

• Overall satisfaction with prescription benefit services: actual result of 96% vs. target of 90% 

• Further details are noted in the appendix 
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Mobile App
Usage: 14%

Overall satisfaction 95%
Right amount of information 95%

Checking status of order 94%^

PERFORMANCE GUARANTEE (PG) REPORT CARD

Retail pharmacy most recently used 
(% indicating)

Completes Sample dates Survey method Survey type Fielding dates

145 04/01/22 – 06/30/22 Phone CVS Standard 07/18/22 – 07/29/22

11%
0%
0%

6%
22%

47%
15%

Other

Kroger

Target

Wal-Mart

Rite Aid

Walgreens

CVS

RESULT Overall satisfaction. Percent of satisfied on a 5 point scale. 

OVERALL EVALUATION

RESULT TARGET RESULT VS. TARGET

Overall Satisfaction With Prescription Benefit Services 96% 90% +6%

SATISFACTION WITH CVS CAREMARK SERVICES

RESULT RESULT RESULT

Mail Service Pharmacy Customer Care Representatives Automated Phone System (APS)
Usage: 30% Usage: 21% Usage: 18%

Overall satisfaction 100% Overall satisfaction 100% Overall satisfaction 100%

Ease of ordering medication 98% Effectively responding 100% Resolution of request/question 100%

Receiving by scheduled date 100% Understanding your concern/inquiry 100%

Retail Pharmacy Caremark.com Member Communication
Usage: 71% Usage: 26%

Overall satisfaction 92% Overall satisfaction 95% Overall satisfaction 94%

Courtesy and professionalism 96% Right amount of information 95% Quality of communications 93%

Ability to use preferred pharmacy 99% Locating prescription information 95% Status updates and reminders 91%

Convenience of location 100%

^ Indicates a base size < 20. Interpret with caution.

Non-CVS Caremark Service:

Drug Benefit Plan

Overall satisfaction 94%

Medications covered 92%

Out-of-pocket costs 92%

Ability to get prescribed medications 92%
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USAGE

Mail Service Pharmacy Customer Care Representatives Mobile App

Q4 Q3 Q4 Q3 Q4 Q3
(n=145) (n=145) (n=145) (n=145) (n=145) (n=145)

Retail Pharmacy Caremark.com Automated Phone System (APS)

Q4 Q3 Q4 Q3 Q4 Q3
(n=143) (n=143) (n=145) (n=145) (n=145) (n=145)

No
79%

Yes
21%

No
79%

Yes
21%

No
74%

Yes
26%

No
79%

Yes
21%

Q4 VS. Q3 RESULTS

(n=101)

No
70%

Yes
30%

No
71%

Yes
29%

No
82%

Yes
18%

No
81%

Yes
19%

No
29%

Yes
71%

No
29%

Yes
71%

hi Indicates that the Q4 result is significantly higher or lower than the Q3 result.

Not asked 

in Q3 2022.

11%
0%
0%

6%
22%

47%
15%

Other

Kroger

Target

Wal-Mart

Rite Aid

Walgreens

CVS

No
86%

Yes
14%

No
89%

Yes
11%

Retail pharmacy most recently used 
(% indicating)

Completes Sample dates Survey method Survey type Fielding dates

145 04/01/22 – 06/30/22 Phone CVS Standard 07/18/22 – 07/29/22
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145

RESULT Overall satisfaction. Percent of satisfied or better on a 5 point scale.

hi Indicates that the Q4 result is significantly higher or lower than the Q3 result.

8% 21%

20%

27%

28%

42%

48%

0% 20% 40% 60% 80% 100%

RESULT

Q4 (n=145) 96%

Q3 (n=145) 90%

Q4 VS. Q3 RESULTS

Overall Evaluation

Very 

dissatisfied

Dissatisfied Satisfied Very 

satisfied

Completely 

satisfied

Overall Satisfaction With Prescription Benefit Services

Completes Sample dates Survey method Survey type Fielding dates

145 04/01/22 – 06/30/22 Phone CVS Standard 07/18/22 – 07/29/22


