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MedBen becomes a rare TPA with ISO certification

BY JEFF BELL M BUSINESS FIRST
jabell@bizjournals.com

150 9001:2000 is more than an acronym
followed by a string of numbers to Doug
Freeman, CEO of Newark-based Medical
Benefits Mutual Life Insurance Co.

In his eyes, the term spells out one of keys
to MedBen's future as it provides third-par-
ty administration of health benefits and
claims to companies in the 100-employee to
5,000-employee market.

S50 Freeman and others at MedBen
recently breathed a sigh of relief when the
company received the ISO 9001:2000 certifi-
cation from the Switzerland-based Interna-
tional Organization for Standarization. It
places MedBen among the few health bene-
fit third-party administrators with the cer-
tification.

“ISO identifies the root causes of prob-
lems and fixes them so they don’t happen
again,” Freeman said. “It’s all in the process
of us trying to improve customer satisfac-
tion.”

ISO has long been recognized as a stan-
dard of quality for manufacturers of con-
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sumer products, especially in the automo-
tive industry. That's an important consider-
ation to MedBen because more than a third
of the company’s clients are manufacturers.

Pursuit of ISO certification is a relatively
new development in the service industry,
Freeman said, with fewer than 15 percent of
service companies holding the designation.

MedBen has spent the past three years
working toward the certification. Freeman
described the processas a formal approach
to management and quality improvement
inwhichresults are studied, trends are mon-
itored and continuing improvement proj-
ects are required.

He and others with the 67-year-old com-
pany saw the ISO process as a way to deal
with the growing complexity of the technol-
ogyand government regulations required in
the administration of health plans.

“Our business has gotten so complex,

Freeman said, “that it’s no longer possibleto -

rely on luck to be the best.”

MedBen leaders decided two years ago
that the company needed to focus on its
strength in administering health plans
instead of underwriting the risk associated
with them.

“We were just too small to be on the front
line (of the risk business),” Freeman said.
“There was no real stability in our block of
business.”

MedBen was writing about $60 million in
annual health insurance premiums at its
peak. In comparison, mega-insurer United-
Healthcare of Ohio had $1.1 billion in health
maintenance organization premiums alone
in 2004.

Last year, MedBen entered into an agree-
ment in which it transfers most of its health
insurance underwriting risk to Columbus-
based Nationwide Health Plans but serves

as the third-party administrator for those
employer groups. MedBen also provides
third-party administration services to com-
panies with self-funded health plans and
sells group insurance products, including
life, vision, dental and disability coverages.

The third-party administration side of the

-business accounted for more than half of

MedBen's revenue of $22.4 million in 2004,
Freeman said. It is on track to make up near-
ly two-thirds of this year’s projected revenue
0f $23.5 million.

Once the third-party administration
business became its primary focus, MedBen
saw that pursuit of ISO certification would
lead to improvements in service to cus-
tomers, said Kurt Harden, the company’s
senior vice president.

He became more familiar with ISO certi-
fication in 2002 while teaching a class at the
Licking CountyJoint Vocational School. The
school has the certification, Harden said,
and a faculty member told Harden it could
help MedBen, too.

“The key measure is customer satisfac-
tion. Is the customer satisfied and what are
you doing so you're always improving?"

Harden said. “It doesn’t mean you're perfect.

It’s a system by which you make yourselfbet-
ter”

MedBen has documented improvements
in 18 business processes since beginning
pursuit of 1SO certification, said Cara Delch-
er, vice president of quality systems.

The 1SO approach requires a commit-
ment to continuous improvement and

cooperation among company :iepartments,
she said. For example, a 12-person team of
MedBen workers must conduct three inter-
nal audits a year In addition, an outside
auditor, SAI Global Ltd., examines the com-
pany’s practices twice a year to ensure it
continues to meet ISO standards.

“You're not done once you receive the cer-
tification,” Delcher said. “You've go to have
these internal reviews on an ongoing basis."

That's fine with Freeman, who see the ISO
process helping MedBen market itself as a
third-party administrator that designs flex-
ible benefit plans and backs them up with
quality service.

“Our niche is ‘you can have your plan any-
way you want it, " he said, “and our goal is to
do it flawlessly.”

The key ingredient?
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A Continental Building Systems pre-construction plan.

" The pre-construction phase is the first key ingredient for a successful construction project. That is why

Conti

tal Building Sy

is so highly regarded as a commercial construction company. Our ground-floor

experience encompasses all aspects of development: from site planning and design to move-in. We work with

owners to develop their scope of work. We help them define thousands of variables, and then we make it happen.
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