Saturday, March 15, 2008/ PANAY NEWS | B7 I

Intethare s Service Consmtency Nationwide

THE consistency in service of HMOs must never vary, It tima or the rates they give doclors are meager encugh fo  service of an HMO, one expecls a kind ol service that is
patients get outstanding service in Meiro Manila or where  ba negligible. bath conscious and conscientious. That is what one gels

an HMOD's business is concenirated, then patients from olher
parts of the country must get the same deal. In the warid of
health care, no discrimination or neglect of any form should
ever ba allowed,

Leading HMO IntelliCare is one HMO that sirongly
adheres 1o this beliel.

HMOs are nol entirely business ventures, as InfelliCare
has bean trelessly pointing oul. I's a business thal should
actually care, where ong must be very keen 2477, no malier
the siress caused by irale patients and their families, Health
care iz a ventureg that has no room for compromisas of
BECUSES.

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

On Customer Service

When one's business covers a wide scale, especially if,
the tendency lor their customer senvice is 1o become uneven,
Most of the quality service i usually afforded fo those in
Metro Manila, as those in the rural areas are lefl to
inaxperenced professionals. I is nol because qualilied
prodessionaks are hard 1o find in the rural areas. IUs always
because of the company's own prejudice agains! the
provinces or plain lack of interest, considenng these areas
cannot bring in the numbers,

Fortunately at IntelliCare, they do naot discriminate. In
fact, they make sure all instruction and training emanala
from one group, so that whatever is leamed here in Matro
Manila by a customer service prolessional is also what is
learmed by their manpawer in the provinces.

“We hardly get those kinds of complaints. That's becaise
when we frain our stalf outside Meiro Manida, we make sure
the training is similar, And we never fail to drive home this
paint to them,” Pen Sabuga, head of IntelliCare's Customer
Service Depariment, says.

Mario Silas, the president of IntelfiCare says if in anathear
way, “Consistency in service is what gets the company lar,
no matter how tar-flung the area one patient is situated.
One must never underestimate the power of word of mouth.”

“We require graduates of Nursing or a related field to
come in as Customer Service Officars both in Manila and
the provinces,” Sabuga adds.

Bact af all intallifMaras mobac cors that all hair fmancmsaasr

That iz hardly the experience at IntelliCare, “In fact, they  from InteliCare. Mo more, no less, /PN

come o us applying, Jose
says.

What it Boils Down To

“We hardly hear those
horror stories that involve
doctors nol giving patients
encugh importance just

because they are
cardholders of IntelliCare,”
Jose says,

But both Jose and Sabuga
echo the values ol InfelliCara.
They both know thal whal will
greatly help them achieve
this kind of consistency is
the very consistency of thair
ireatment towards their
cuslomer sorvice officers and
medical providers,

“Our hands-on policy
ensures thal,” Jose says,

By hands-on policy, Jose
means that they go out of
their way 1o leam the needs
of their alliiaies or customer
service officers. For if a
company expecls their
personnel to perform al a
level thalt guaraniees
customer satislaction, thay
have 1o also be keanly
altuned to valid senliments
and issues brought 1o them.

Jose says, “Dr. Jocson
and | aclually spend some
days of the year in areas
oulside ol Metro Manila just
o check up on our affiliates
there, We engage them in
thorough, often non-formal
discussions on current
medical trends, facility

On Affiliate-Facilities

Ed Jose, the Medical
Relations head of InelliCare
says, “When it comes fo
affiiate medical facilities and
doctors, IntelliCare covers a
lod of ground.”

I their phones nolsily ring
throughout the day, it's for
reasons  other  than
complaints. The consistency
in service of IntelliCare's
medical providers comes in
Iwo aspects—qualification
and compassion.

“We sel a standard for the
alfiliation of our medical
providers and we make sure
they are adhered 1o, Jose
adds.

In the process of
affiligtion, 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 afiiliates, And
we know that no affiliate of
ours will ever compromise
their  reputation by
recommending unguakified
professicnals,” Jose says.

Jose conlinues, “We
tound some of them through
their own volition. They apply
in InfelliCare but we always
do our own background
rasearch,

Using the company's
medical relations team,
headed by Dr. Jocson,
ImelliCare’s Medical Director
and Medical City's Head of
Surgery, they find out how far
these applicants have gone
in {heir studies and what thesr
expenances are.

There is some lorm of
registance against HMOs
ameng doctors, aspecially
the start-ups. Thi reason
being that HMOs have a
reputation for not paying  on



