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The consistency in service of
HMOs must never vary. If patients
get outstanding service in Metro
Manila or where an HMO's busi-
ness is concentrated, then patients
from other parts of the country
must get the same deal. In the
world of health care, no discrimina-
tion or neglect of any form should
ever be allowed.

Leading HMO IntelliCare is one
HMO that strongly adheres to this
belief.

HMOs are not entirely business
ventures, as IntelliCare has been
tirclessly pointing out. 1t's a busi-
ness that should actually care,
where one must be very keen
enough 24/7, no matter the stress
caused by irate patients and their
families. Health care is a venture
that has no room for compromises
OF EXCUSES,

Unpleasant experiences with
HMOs usually come from their lack
of consistency in service. This
consistency is manifested on two
fronts—customer service and their
medical facility affiliates.

On customer service

When one’s business covers a
wide scale, a national one most
especially, the tendency for their
customer service is o become
uneven. Most of the quality service

is usually afforded to those in
Metro Manila as those in the rural
areas are left to inexperienced
professicnals. But that's not be-
cause it's hard to find qualified

-professionals in the rural areas. It's

almost always because of the
company’s own prejudice against
the pravinces or plain lack of
interest considering these areas
cannot bring in the numbers,
Fortunately at IntelliCare, they do
not discriminate, In fact, they make
sure all instruction and training
emanate from one group so that
whatever is learned here in Metro
Manila by a customer service
rofessional is also what is learned
their manpower in the provinces.
“We hardly get those kinds of
complaints. That's because even if
we train our staff outside Metro
Manila we make sure the training is
similar. And we never fail to drive
home this peint to them,” Pen
Sabuga, head of IntelliCare's
Customer Service Department, says.
Mario Silos, the president of
IntelliCare says in another way,
“Cansistency in service is what gets
the company far, no matter how far
fung the area one patient is situat-
ed in. One must never underesti-
mate the power of word of mouth.”
“We require graduates of Nursing
or a related field to come in as Custom-
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er Service Officers both in Manila and
the provinces,” Sabuga adds.

Best of all, IntelliCare makes sure
that all of their manpower have the
ﬁbﬁiﬂln its founders have always

d in serving their clients.

On affiliate-facilities

Ed Jose, the Medical Relations
head of IntelliCare says, “When it
comes to affiliate medical facilities
and doctors, IntelliCare covers a lot
of ground.”

If their phones noisily ring
throughout the day, it's for reasons
other than complaints, The consisten-
oy in service of IntelliCare’s medical
providers comes in two aspects -
qualification and compassion.

“We set a standard for the
affiliation of our medical providers
and we make sure they are adhered
b, Jose adds.

In the process of affiliation,
IntelliCare makes sure that its
network of medical facilities and
professionals are already a cut
above the rest.

“We make sure they come highly
recommended by our trusted
affiliates. And we know that no
affiliate of ours will ever compro-
mise their reputation by recom-
mending unqualified profession-
als,” Jose says.

Jose conbinues, “Some of them we

IntelliCare’s service consistency nationwide

No matter what area you are from,
from each and every personnel of Intelll
als to their customer service representalives,

find through their own volition.
They apply in IntelliCare but we
always do our own research of their
background. Using the company’s
medical relations team, headed by
Dr. Jocson, IntelliCare's Medical
Director and Medical City"s Head of
Surgery, they find out how far these
applicants have gone in their studies
and what their experiences are,

you

i consistent attention and service
re, from thelr medical profession-

There is some form of resistance
against HMOs among doctors,
especially the start-ups. The reason
being that HMOs have a reputation
that they do not pay on time or
the rates they give doctors are
nm]:!Fer enough to be negligible.

1l is hardly the experience at
IntelliCare. “In fact, they come to us
applving, Jose says.



