2009 was a year of achievement and
accolades for Human Arc. We celebrated
our 25th anniversary and received, for the
eighth time, the 99 Best Places to Work
award and, for the second time, Medical
Mutual s prestigious Pillar Award for
Community Service.

Recognition is meaningful, but it doesn t
change what is still most important to us
your satisfaction. Our top priority is your
satisfaction with our partnership, bringing
you incremental revenue at minimized cost
and personalized, valued assistance to the
patients or plan members who rely on you.

We are proud to share the results of our
most recent Customer Satisfaction Survey.
It shows just how satis ed our clients are
with us.
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Our annual Customer Satisfaction Survey
asks our clients to rate us on many
aspects of service. In our most recent
survey, when clients were asked about
overall satisfaction with Human Arc, the
average response was 6.24 on a seven-
point scale, well above very satis ed.

Overall approval for what we do is
manifested in the level of willingness

to recommend us to colleagues. In

this regard, we earned a solid 6.53,

the highest response received to this
particular question in our survey s history.
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We are committed to hiring and retaining the best associates to serve you. In order to do this, all
employees are required to maintain their own report card. The process is lengthy, but it s why
our performance scores improve yearly.

The highest response rating in our survey’s history to this particular question.
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Continuous improvement is the best way
for us to provide ongoing value to our
clients. While we re obviously pleased that
you re happy with Human Arc, we re always
motivated to nd new ways to make your
lives easier. We are always open to your
thoughts and suggestions.

Our health plan clients have asked us to
revise our client performance reporting,
so we ve created a committee exclusively
for this purpose. Our hospital clients want
more net reimbursement and revenue, so
we re meeting with them more regularly to
get the results they want.
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