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Volumes 1 October 2017 

24,135 lives

102,076 
claims

2,728 GOP 
to 32 

countries

16,312 calls

15,378 
emails
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Service proposition for NATO

Easy & 
convenient, 

for your 
peace of 

mind

Quality Cost 
management

Insight & 
advice



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



…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




Retirees: Respect and peace of mind
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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 a careful review of the invoices our member sent us, we noted that 
the provider used the country’s own specific social security categories of 
treatment.

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.

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.



Fraud prevention and detection 
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Automated and 
human 

intervention 
controls 

The primary objective 
is prevention

Ongoing review to 
ensure continued 

effectiveness 

Controls are based on 
a combination of risk 

factors 

Presenter
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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: 
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• Very ambitious inception
• Learning experience

First years

• Remedial actions
• Streamlining of procedures
• New EBG
• New release MyHealth App

2016 and 2017
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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


Looking forward: 
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Lean procedures
• Clarity, proactivity and efficiency
• Restore and maintain SLA

Enhanced member service
• Improvement of MyHealth app
• “First time right”

Strategic support
• Further data analysis
• Permanent dialogue with NATO HQ and other 

stakeholders





Our Welcome Pack 

https://youtu.be/3rN8QpSO5l8

Policy documents 
available:
‒ Online Services 

and mobile app 
(where available)

‒ Email
‒ Hard copy

https://youtu.be/3rN8QpSO5l8


Mobile App

12Allianz Worldwide Care - A Promise is a Promise

Free app created specifically for members covered by Allianz 
Worldwide Care’s Health Insurance policies

Facility to complete and submit claims in three easy steps

Track claims progress and view settlement details

Ability to access most recent policy documents and 
Membership Card on the go

Find and get directions to nearby hospitals

Range of health assistance tools – find local equivalents of 
brand named drugs and translate common ailments into one of 
17 languages

Available in: English, German, French



Digital innovation

Multilingual MyHealth App

13

Our Mobile App – MyHealth App

https://youtu.be/i4HPDv0uvkc

https://youtu.be/VISyQml7ams

https://youtu.be/i4HPDv0uvkc
https://youtu.be/VISyQml7ams


First International 
Health app to allow 
medical claims 
submission without a 
form

41% of 
reimbursement 
claims submitted 
using the app

Submit claims in three easy steps – no claim form 
required

14Digital innovation



Access most recent policy documents, even offline

Digital innovation 15



Find and get directions to nearby hospitals via GPS

Digital innovation 16



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

Range of health assistance tools

Digital innovation 17
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Online Services for members

Presenter
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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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