Commercial Claim Performance Standards — February 12, 2026

Memorandum of Changes
General Modifications

The Performance Standards for The Handling and Payment of Claims (the Standards), including its
appendices, are reviewed every two years in accordance with Massachusetts G.L. ¢. 175 §113H. The
‘redlined’ formatting is used to identify only proposed modifications to the Standards.

Modifications to the Commercial Standards:
Standard V: Expenses

e Staff is proposing adding a reference to the Manual of Administrative Procedures — Chapter IX -
Compliance Audit into Standard V: Expenses. The manual was recently updated to strengthen the
language pertaining to the required access of source documentation for validation of each loss
amount and expense payment transaction.

o The language referencing validation of paid losses and expenses would be consistent with
the Manual of Administrative Procedures, the Statistical Plan, and the Claims Performance
Standards.

Appendix K: Compliance Audit Claim Questionnaire:

e Staff suggests including additional SIU-related questions to the Compliance Audit Questionnaire
that allows for further information that enhances the description of the SIU included in all audited
reports. Appendix K is distributed with the audit notice prior to the to the Hybrid Audit scheduled
start date.

o Staff proposes additional questions to Appendix K pertaining to current SIU requirements for
CAR Rule 10.C.2.
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