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AGENDA

§ Administration

§ Managed Healthcare 

§ Sales & Marketing



ADMINISTRATION



ADMINISTRATION DEPARTMENTAL OVERVIEW
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CUSTOMER SERVICES 



CALL CENTRE
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PROVIDER, MEMBER, BROKER & 3RD PARTY CALLS  
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Claim correctly processed and awaiting next payment run

Option change request

Member confirming premium

Membership Certificate Request

Claims reconciliation to be done

Claim not on system - not on our records as received

GP Benefit Confirmation

Valid short payment

Authorisation Update

New Card request

Top 10 Member Queries
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314

375

Claim correctly rejected - valid rejection of claim

Valid short payment

Pathology and Radiology

Acute Meds Benefit Confirmation

Claim correctly processed and already paid

Claim not on system - not on our records as received

Specialist Benefit Confirmation

Claim correctly processed and awaiting next payment run

Claims reconciliation to be done

GP Benefit Confirmation

Top 10 Provider Queries



CLAIMS PROCESSING
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CLAIMS ARE PAID IN ACCORDANCE WITH THE MEDICAL SCHEMES ACT (MSA) AND SCHEME RULES

vAll categories of claims are assessed, processed and paid according to benefit allocation per option

vClaims must be submitted before the end of the fourth month from the last date of the service 

vMembers and providers have 60 days to enquire about the claim short/non payments

vWeekly payments for all claims categories, pharmacy claims are real-time 

vMember and provider statements issued after every payment (weekly)

vCovid 19 vaccination and booster claims are paid from PMB benefits 



COUNCIL FOR MEDICAL SCHEMES (CMS) 
Circular 55 of 2021: Exemption for late COVID-19 vaccine claims 2021
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(CMS) granted an exemption to the National Department of Health (NDOH) to ensure that all COVID-19 vaccine 
claims are eventually paid despite these claims being submitted outside the ambit of Regulation 6 of the Medical 
Schemes Act (131 of 1998) (MSA)

Medical schemes are therefore authorised to process claims received on or before 210 days. Furthermore, the NDOH 
is allowed to submit claims after 120 days as required by regulation 6(1) and (2) but must do so within 210 days.

The exemption will be valid for a period of three years or will expire once the NDOH has recovered all vaccine related 
costs on all insured members of medical schemes.

As a result of the above, NDoH related Covid-19 vaccination claims for Sizwe Hosmed members are reimbursed 
without any “stale claim related issues” arising. Brokers are advised to engage 3Sixty Health, accordingly, should your 
members receive statements indicating unpaid/stale NDoH Covid-19 vaccination claims.



ASSESSING 
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• Providers are encouraged to submit their claims electronically for quick resolution of their claims 

• Paper claims are also accepted

• Proof of payment must accompany requests for refund on claims for audit purposes and prevention of fraud 

Claims Assessing Contact Matrix

New Claims: Claims@sizwehosmed.co.za

Queries: queries@sizwehosmed.co.za

mailto:Claims@sizwehosmed.co.za
mailto:queries@sizwehosmed.co.za
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MANAGED HEALTH CARE 



MHC DEPARTMENTAL OVERVIEW 
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HOSPITAL BENEFIT MANAGEMENT 

In-Hospital Benefit,
Management, namely 
pre-authorisation case 

management

Outpatient treatment 
in lieu of 

hospitalisation
Wound care

Admission to a step-
down facility and 

clinically appropriate 
rehabilitation

Home nursing
Specialized radiology in 
and out of hospital, e.g., 

MRI and CT Scans
Appliances/prosthesis 

related to hospital 
admissions

Apply evidence-based
Protocols

High-Cost cases 
Management
Onsite Case 

Management 

Specialist Referral 
Authorisation



HBM CONTACT MATRIX 
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Email address Contact number 

Authorisations authorisations@sizwehosmed.co.za 0860 101 176 

Case management casemanagement@sizwehosmed.co.za

mailto:authorisations@sizwehosmed.co.za
mailto:casemanagement@sizwehosmed.co.za


PHARMACY BENEFIT MANAGEMENT 
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Chronic Medicine 
Management

Apply clinical 
protocols/Formularies 

per option

Real time authorisation 
and claims rules 

process
Drug Utilisation Review 

(DUR) process

MMAP (Maximum Medical Aid 
Price)

Generic medicines Formularies are available on 
the website (Members, 
providers and brokers)

Chronic Medication require 6-
month script renewal

Acute Medicine 
Management

Over the counter Medicine 
Management



PBM CONTACT MATRIX 
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Pharmacy Benefit Management Contact Matrix:

• General chronic application: chronic@sizwemedfund.co.za

• General chronic provider line: 086 010 3455

• General chronic member line: 011 353 0030

*Scripts to be submitted for authorisation approval on receipt of a new script from the doctor* 

*Clinical information is not shared with 3rd parties that are not listed - Proxy nomination process*

mailto:chronic@sizwemedfund.co.za


DISEASE RISK MANAGEMENT
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Disease management is 
designed to focus on 

managing members who 
are registered on the DRM 
programs, (members on 

chronic medication)

CDL and DTP Conditions Oncology Risk 
Management

Renal care- types 
of dialysis  and 

Transplant

HIV Risk Management 
(medication and care)

Psychiatry / Mental 
Wellness Program

HIV Risk Management 
(medication and care) Medicine Compliance 



DRM  CONTACT MATRIX 
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• HIV - wellcare1@sizwehosmed.co.za or welcare@sizwehosmed.co.za

• Chronic Disease Risk – wellnessqueries@sizwehosmed.co.za

• Oncology – oncology@sizwehosmed.co.za

Telephone numbers:

• 0860 10 34 54 – Oncology and HIV

• 0860 10 34 55 – Chronic queries, wellness, PMB

mailto:wellcare1@sizwehosmed.co.za
mailto:welcare@sizwehosmed.co.za
mailto:wellnessqueries@sizwehosmed.co.za
mailto:oncology@sizwehosmed.co.za


BAMBINO PROGRAMME
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At 24 weeks of maternity Members are 
encouraged to register on the Bambino 

Programme to qualify for a free maternity 
bag with baby goodies

Support, advise and educational 
leaflets during the different Trimester 

stages

Advice on birthing 
method 

Management of High-Risk pregnancy 

0860 00 00 48 – SizweHosmed Bambino 
program

Bambino@sizwehosmed.co.za

mailto:Bambino@sizwehosmed.co.za


To note
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Chronic Back and Neck pain Currently members with Chronic Back and Neck pain 
can visit any service provider of their choice subjects 
to their benefit option, protocols and scheme rules
The Scheme is in the process of appointing a service 
provider for this programme. Once done, members will 
be directed accordingly.

Chronic Medication Chronic medicines are paid up to the applicable 
reference price, utilizing the MMAP (Maximum Medical 
Aid Price) which is derived from Medikredit pricing 
guidelines and applied to all medical aid  medication 
claims. 
The Scheme is reviewing the application of the MMAP 
in light of co-payments experienced by some members 

Bambino Programme The maternity benefits remain unchanged for 2022 



SALES & MARKETING 
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Membership 65 000 

Broker Universe 240  

New sectors: SALGA Accreditation 257 municipalities- 270 000 employees  

Maintenance of SALGA Threshhold and Growth  

OVERVIEW



NATIONAL FOOTPRINT EXPANSION 
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NATIONAL
CALL CENTRE

Monday to Friday
8am- 5pm

0860 100 871
queries@sizwe.co.za

CAPE TOWN
Ground Floor Shop 13
Norton Rose House
8 Riebeek Street
Cape Town, 8000
021 402 9600
021 418 1400

DURBAN
7th Floor Royal Towers
30 Dorothy Nyembe Street
Durban, 4000
031 304 4829
031 304 4839

EMALAHLENI (WITBANK) 
71 Mandela Drive
Cnr. Plumer and Mandela Drive
Emalahleni, 1034.
013 690 3342
013 690 3187

POLOKWANE 
Regus 58-60 Landros Mare Street,

Thabakgolo Building, 3rd Floor, 
Polokwane, Limpopo, 0700.

015 101 0546
015 101 0547

JOHANNESBURG 
7 West Street

Houghton Estate
Johannesburg, 2198

011 725 0040

PORT ELIZABETH
Ground Floor, Block E
Southern Life Gardens
70 – 2nd Avenue
Newton Park
Port Elizabeth, 6000
041 503 1000
041 503 1302

WELKOM
Corner House 
Corner Buiten & Graaf Street 
Welkom CBD, 9459
057 353 1475
057 353 1478

LEPHALALE
Shop 11 Stand 2633
Ellisras
X16 onverwacht

Pretoria

East Rand Bloemfontein 

Rustenburg
Polokwane

Nelspruit



REGIONAL  SERVICE STRUCTURE 
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General Manager

Regional Manager

Broker Consultants

Service Consultants

Walk-In Consultants

Escalation and  
process flows 
available on manual 



BROKER PORTAL 
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215

240

200 205 210 215 220 225 230 235 240 245

Active

Total

Brokers Active on Portal 

89.5%



BROKER PORTAL   
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BROKER PORTAL   
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Brokerage Reports

• Member & dependant listing (also shows plan, contribution & 
employer details)

• List of applications in processing state (IE: Where they are in the 
process, will show any pending reason)

• List of resignations and reason
• List of any suspended membership and reason
• New applications for a period
• Resignations for a period

Member specific information

• Membership certificate
• Tax certificate
• Member demographic (IE: Plan, underwriting, family size)
• Claim payment
• Benefit usage & availability



BROKER PORTAL   
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General 

Communications – Scheme stakeholder communication letters 
issued are available here 

Enhancements underway

• Contribution age analysis
• Premium Check (a quote generated on letterhead with 

underwriting disclaimer)



DIGITAL CARDS  
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POPIA 
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