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IntelliCare: Outstanding service
include things beyond the basic
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Compamnies have vaned
crileria when they asses the
performance of their HMO,
The most common would
il effickency of service.

Were there no glitches
in the processing of an
emplioyes's hospitalizaton?
Did the employes patient
complun aboul any misseps
imvalving the HMOY! Were
their employees aken 1o or
refermed 1o the right medscal
facility or professionals?
These are the common
fquestions thal companies
pondder when crunch time
comes or that point when
they decide for or nguinst
anather contract with thelr
HMO,

Bt that's mot all there
15 to service. Lending local
HMO ImielliCare  says
oistanding service should
include things bevond the
basic and that companics
should realize the necessity
to ask for more without
necessarily asking for too
much.

With HMO) costs rising,

HMOs  should  find
themselves competing for
corporale  attention by

promoting their upgraded
brand of services. IntelliCare
it one step abead, They've
been al the top of their game
in offering innovations long

before  anyone could
seripusly claim to be doing

out to its clientele base
irvolves the highest levels of
professionabism and delivery
of care with humanity and
COMPasSIon.

For years, IntelhCare
nuriured portnerships with
big name clients. They've
been partners for 5o loog tha
they now conchuct their affaims
beyond the mere delivery of
promised services.

The leading HMO's
clients enjoy the added value
of consultancy offered 1o
them. This kind of
relationship allows both
parties to determine the ideal
solutions 1o their unigoe
problems. It's also the
prdent way o look ahead
and anticipate any evalving
needs ond problems o that

these may be addressed
ahesd of time.

Usmlly, the relationship
beiween n company and an
HMO starts and emds with
the signing of a contract,
Relationships are wsually so
simple that this is how the
enlife coniract plays oul:
Company expects delivery of
services. HMO delivers
SEFVICES, Company
complaing of glitches. HMO
responds with explanations.

If the HMO is found
wanting after weighing its

responses, fthen it is
replaced.
The relotionship

between an HMO and a
company should be o
parinership where they
continue o grow with each
other, The partpership
should hold the health plan
beneficiaries or cardholders
uppermost in mind.

Per IntelliCare's
expericnce, in the coorse of
this relationship, issues
inevitably anse. In the case
of rising cosis of medical
providers, companics are
forced to make a host of
decisions, some of which ane
radical. In these cases,
companies might decide 1o
sirike out a modality from the
plan eartier provided for the
cardholders. If  the
relationship between the

HMO and company/
employer is mature enough
te allow the Enfter {0 sk for
consubancy from the former,
they should be able to
suggest alternatives.

Withow that
relationship, an HMO would
only suggest siriking out &
certain modality from the
healih plan. The company,
left with litille or no choice
considening the costs, gives
in, Period. It's lefi at that
while the cardholders are lefi
to accept the decision with
iy choice.

Consultancy  should
also help determine what
plan package might be
offered to a company's
emplovees. This is however
only possible when the
HMO-company relationship
has been in exisience long
enciigh for both fo determine
the condition af
cardholders.

If the company really
valucs the welfare of its
emplovees, then they could
ask the HMO help in
determining the best health
plan. The HMO of course
shoubd have the database or
the health record of s
curdholders, A simple num of
ths lxst should lead the HMO
and the company 1o dertain
courses of acthon.

Consultancy  allows

this kind of scenario: If a
certuin health condition is
found dominant among a
group of members, the HMO
and the employer may
decide 1o instituie a
preventive program o
drastically reduce the
incidence. Soch preventive
programs may include:
viccination, seminars, life
style changes, eic.

For example, call center
employees account for a
significant number of stress-
redmed health issues in centain
hospitals, It's nod surprising
since they operate al odd-
hours. Given this kind of
stuation, the HMO shoukd be
challenged by the company
dor cooimez wip withs the best plan
on top of wide health
coverage, The coverage
mighi be wide bat they may
not necessanly address the
preventive needs of the
COHTpANY.

Either that or the HMO,
with its roster of medical
experts as consullants, can
sugges bweaking o few of the
work routings in the office
keeping im mind the ohjective
i5 1o lessen stress lavels in
the company,

As renewal tme comes
companies must consider
the HMO's ability to
respond to their needs on a
pro-active basis,



