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SERVICE EXCELLENCE - looking back at a successful first year

Our Service Excellence Centre has

celebrated its first anniversary and
continues to excel from strength to
strength.

With  the opening of Selfmed’s

Excellence (call) centre, Selfmed estab-
lished a very new and unique administra-
tion model with the primary focus being
you, the member. One of the major advan-
tages of this initiative was that Selfmed
was put in control of its own administra-
tion. This was very different to the tradi-
tional medical scheme model where the
full administration vests with an independ-
ent administrator which, to a large extend,
dictates to a scheme what actions to take.

Having direct contact with your mem-
bers and being in full control of your

OPTION CHANGES

administration allows for immediate
intervention and resolving of problem
areas - again to the benefit of you, the
member. Not only is this administration
model more beneficial to the scheme and
its members, but the Registrar of Medical
Schemes has also expressed his support
and approval of the concept where a
scheme manages and controls its own
administrative affairs. And Selfmed has
certainly proved the success thereof!

The success of Selfmed's Excellence
Centre is, however, also attributable to
the quality people that the Scheme has
employed as Excellence Centre experts.
Our experts are highly trained, skilled
people who have the necessary
knowledge and expertise to assist with

Notwithstanding various changes made to
our options’ benefits for 2007, our product
range has remained very competitive and
offers great value for money.

Our records show that a total of 486
members elected to change their option fol-
lowing the communication about benefit and
contribution changes for 2007. The majority
of these members have moved to the
Selfsure Option. New membership cards
have already been sent to all members who

if you changed option and received a new
membership card, to verify all details as
printed on it and inform the Scheme imme-
diately if anything appears to be incorrect.
The cut-off date for option changes was
the 30th of November 2006, although the
date in our Product Review letter of the18th
October 2006 was inadvertently printed as
30 November 2007. Due to this oversight,
the Scheme has until now been very lenient
in terms of accepting late option changes.
No further concessions will, however, be

and resolve enquiries promptly and
efficiently.

Our statistics support these senti-
ments. These show that although the
Excellence Centre has received approxi-
mately 337 phone calls per day over the
past year, the average phone call was
answered within 16 seconds.

TRAVEL ABROAD

As from 1 January 2007, Selfmed does
not provide cover for medical expenses
incurred in other countries, with the
exception of Namibia.

We therefore recommend that mem-
bers take out travel insurance when
planning a trip overseas.

made in this regard.

We also encourage you to ensure that you
fully comprehend the benefits offered by
your 2007 option. If you have any questions
about your medical cover, please contact the
Service Excellence Centre on 0860 787 372
or visit any of the Scheme’s offices for infor-
mation or assistance.

changed option. We wish to remind you that







