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management advice
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Cost containment
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@ Provider network

@ Prior approval and treatment guarantee
@ Case management

@ Fraud prevention and detection

@ Remedial actions & other insurance

@ Claims analyses



Developing Network

I Strong Network

..IN 175 COUNTRIES

.
.... Providing our members with direct billing access to 760,000+
Medical Providers
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Extension and maintenance of provider network = continuous effort
Direct payment + preferential tariffs
Client-driven



Recently, we went the extra mile for one of our retirees who suffers from
multiple sclerosis and therefore stays in a specialized institution.

The costs of the specialized institution exceeding the benefit limits (and
resulting in a high amount of co-payment for our member), he contacted
our Helpline

After discussing with the provider and research on the country’s health
care categorization, we obtained details on the specific treatments falling
under theses categories.

This resulted in a reduced co-payment for our member, as some of the
treatments were actually falling under different benefits than those of the
specialized institution.
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Retirees: Respect and peace of mind

At Allianz Worldwide

Care, we treat each
member as an individual

rather than a number.

We do not hesitate to go
the extra mile in order to
make sure our insureds
receive what there are

entitled to.




Automated and
human
intervention
controls

is prevention

Controls are based on
a combination of risk
factors

Allianz @)

Worldwide Care

Ongoing review to
ensure continued
effectiveness
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Start = awareness and vigilance of members (fraudsters impact the plan’s performance and have financial consequences for all other members, members need to be aware that we have a very strong fraud detection system and that any fraud will be reported to NATO)
Close coordination with NATO
General info on AWC fraud system:
Anti-fraud savings = 6% of the claims spend
There are multiple steps for both automated & human controls involved depending on the type of case. These controls are based on a combination of risk factors with a focus on supporting the preventative controls   in the first instance, as prevention is the primary objective of our Fraud Model.

All suspicious activities are investigated by the Fraud Unit and following the completion of an investigation, the Fraud Unit will review the fraud controls to ensure continued effectiveness in fraud prevention.

The aim of our Anti Fraud approach is to ensure that our customers and service providers get access to the services & support they require and expect from AWC. All claims which are discovered to be fraudulent will not be paid and the company will seek to recover fraudulent amounts. This will be done via litigation or the police authorities.

Examples of risk factors:

Regional Risk Factors
Regional Anti Money Laundering Indices & Corruption Perception Indices 
Sanctions

Claim Risk Factors
Medical Data
Value
Payee
Document Quality

Policy Risk Factors
Age of policy
Policy Type
Cover Purchased
Premium Payment Method

Examples of Preventative Controls:

Provider & Policy Warning
Duplicate Claim Indicator
Segregation of Duties (User Access Profiles & Authorisation Process)
High Cost Claims Management
Claim Frequency Analysis
Provider Network Management



Looking back:

First years

Very ambitious inception
Learning experience
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2016 and 2017

Remedial actions
Streamlining of procedures
New EBG

New release MyHealth App

Benefit Guide
Medical and
Dental cover

Reviedversion 2016
v
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Learning curve:

First IGO of this size
Understand contract, culture and internal dynamics
Get to know the members

https://youtu.be/VISyQml7ams
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Lean procedures

e Clarity, proactivity and efficiency
e Restore and maintain SLA

Enhanced member service

e Improvement of MyHealth app
e “First time right”

Strategic support

e Further data analysis

* Permanent dialogue with NATO HQ and other
stakeholders







https://youtu.be/3rN8QpS0O5I8

Our Welcome Pack

Policy documents
available:

— Online Services
and mobile app
(where available)

— Email

— Hard copy
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Allianz Worldwide Care
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Download our
MyHealth app

Quick and easy claims submission
1. Provide afew key detaits

andeditable
2. Take aphoto,
: O o ravaiss +

Table of Benefits

Effective date: 01 November 2015
g nowal datas il oy
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insurance Certificate

Stephen Leahy

161 Bay Street

PO Box 501

Toronto

Ontario M54 288

Canada

Policy number: PD0O0B72457

Group scheme: ‘Sample Group Standard Plans / 21279
Start date: 01 Jul 2014

Renewal date: 01 Jul 2015

Contract currency: EUR

Policyholder: Stephen Leahy, 01 Jan 1980
Area of cover: Worldwide (excl. USA & Canada)
Core Plan: Prenier Core Plan

Qut-patient Plan: Gold Qui-patient Plan

Dental Pian: Dental Plian Dental 1

Additional cover: Repatriation Plan

International Healthcare Plans
Employee
Benefit Guide

Valid from 1: N
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https://youtu.be/3rN8QpSO5l8
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Mobile App

Free app created specifically for member
Worldwide Care’s Health Insurance polici

Facility to complete and submit claims in
Track claims progress and view settleme

Ability to access most recent policy docu
Membership Card on the go

Find and get directions to nearby hospital

Range of health assistance tools — find lo
brand named drugs and translate commo
17 languages

Available in: English, German, French
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Allianz Worldwide Care - A Promise is a Promise



Our Mobile App — MyHealth App

https://youtu.be/i4HPDvOuvkc

Multilingual MyHealth App

https://youtu.be/VISyQml7ams
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https://youtu.be/i4HPDv0uvkc
https://youtu.be/VISyQml7ams
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Submit claims in three easy steps — no claim form
required

R

First International
4 Submit a claim

Health app to allow
ol

medical claims
submission without a

Please fill in your claim details, then tap
'Add invoice' to take a photo of each

i accompanying invoice/receipt.
Current claim file size is 0.0 MB (i ] form
"
Claim details
‘ | 41% of
| reimbursement
F Add invoice . .
| | claims submitted
g If a minor was treated, a parent or .
| l guardian should certify this section. u S N g th e ap p
‘ (O 1confirm | have read the data protection notice
and consent to my personal information being
used, processed, disclosed and retained in the

l manner set out therein
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([ EN

Tap to view your policy documents

Membership card
Insurance certificate
Table of benefits

Benefit guide

Treatment Guarantee (Pre-
authorisation) form

For more information on your policy
€.g. remaining benefit amounts, please
1 login to your Online Services
i

h

-
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Access 24/7 MediLine
and other useful
contact information

Pharmacy aid tool
converts brand name
drug to generic
international equivalent

Medical term translator
translates common
ailments into choice

of 17 languages
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Online Services for members

Allianz Werldwide Care
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Search 1
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What would you like to do today?

Members Area

Comprehensive Online Support Services for our
Insured Members
What would you like to do today? Change your details, download your policy

documents, check the status of a claim, make a payment or access a wealth of
member anytime,

UK Signature healthcare Plan h

Click here to access your area

me Manager | User names Demo

» View your policy details
Login your palicy S b Table of Benefits
» Change address » M
0 e
» R el addmes aim Forme Group contract name: oup
e » Accidental Death Banefit * Tab
» Revieve login details Cimim Fo
Claim Form » Chel
amo

% Change fax number

Application

Need Treatment?

Medical smergency? Call our 2477 Helpline now. Otherwise...

Made a Claim?

) may be required for some benefits as indicated by 3 “1° or 2 °" inthe
further detads.

Treatment guarantee (pre-authorizatcr
» Beny table(s) below. Please refer o Ngleg sacuon for

&ll benefit and deductible amounts are per person per year, uniess ctherwse ndicated.

Premier Core Plan

Forman  yngured Types cavered Expat

1. Access free madical advice ] W

2.cr b g e ¥ CN0 iceotal sccommodation - Private room Full Refund

A Finda ey ¥ Mak Prescription drugs and materials Full Refund
Surgical fees, mcluding anassthesia and thestre charges Full Refund
Surpical appliances and prostheses Full Refund
Dingnestic tests Full Refund
Grgan transplant Full Refund
Fychitry and psychotherapy Full Refund
Accommodation costs for Goe parert tayiog in hassdal wih an insured chid under Pl Acfund
Emergency in-patient dartal treatment Full Refund

Allianz @)

Allianz Worldwide Care
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Online Services – Group Scheme Managers
Manage multiple groups with one account
Additional user accounts setup on request (restricted group access available)
Review group contract and contact information
Review each group scheme’s Healthcare Plans, benefits, treatments and benefit limits
Download Benefit Guides and Insurance Certificates in PDF format
Search for members using either policy number, employee ID, name or date of birth
Create, change or cancel policies
View payment method details and payment advice information
View / download Membership Reports or create a customised report
Available in multiple languages

Online Services – Insured Members
Secure online account registration
Securely change or retrieve password
Health and wellbeing resources e.g. BMI calculator, stress management, fitness and nutrition advice and health risk assessments
View or download policy documents
Find treatment providers
Add a personal email address for treatment-related correspondence
Check claims status and remaining entitlements
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