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NUMBER OF CALLS  
TO THE CALL CENTER  
FY 2014- 2018

2014

2015

2016

2017

2018

The main reason for a call is to request for  
information from a service customer (91%) 
and from a healthcare provider (6%).

THE CALLS 
TO THE CALL 
CENTER HAVE 
INCREASED 
OVER TIME

91%

6%

Call for information  
from population

Call for information 
from healthcare 
provider 



2014 20162015 2017 2018

Not receiving services that the patient was entitled to by law (Article 59)

Healthcare facility charged a fee (Article 59)

Not receiving convenient service (Article 59)

Malpractice of standard health service (Article 57)

NUMBER OF COMPLAINTS BY TYPE FOR FY 2014-18

MOST 
COMPLAINTS 
WERE:
•	DID NOT RECEIVE SERVICES THEY WERE ENTITLED TO

•	DID NOT HAVE CONVENIENCE IN SERVICES

•	 COMPLAINTS ABOUT MALPRACTICE DECLINED OVERTIME



NUMBER OF COMPLAINTS 
BY TYPE FOR FY 2014-18

Rights and registration of the service facility

Counseling/advice 

Request for assistance

Complaint to other health insurance scheme

Other issue

2014 2015

2016 2017 2018

MOST THE GENERAL
COMPLAINTS 
WERE:

•	DENIAL OF RIGHTS

•	REGISTRATION WITH A SERVICE FACILITY



76%
OF COMPLAINTS WERE RESOLVED WITHIN DAYS OF FILING (2018)

25
PERCENTAGE OF CALL CENTER USERS  
WHO WERE SATISFIED WITH THE  
RESPONSE TO THEIR COMPLAINT

COMPLAINTS 
WERE RESOLVED



BENEFIT 
OF RIGHTS PROTECTION 
IN THE UCS
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AWARD
RECEIVED

OUTSTANDING 
PERFORMANCE 
RECOGNITION FROM 
THE NATIONAL 
HUMAN RIGHTS 
COMMISSION (2013)

A MODEL CONSUMER 
PROTECTION AGENCY 
BY INDEPENDENT 
COMMITTEE 
FOR CONSUMER 
PROTECTION (2014)

RECOGNITION AS 
A MODEL BY THE 
ASEAN COMMITTEE 
OF CUSTOMER 
PROTECTION 



CLEARLY 
SPECIFIES BY LAW

PUBLIC SERVICE 
MIND-SET OF 
THE NHSO STAFF

EASY AND 
PATIENT-FRIENDLY 
CHANNELS FOR 
FILING COMPLAINTS

CONTINUOUS 
IMPROVEMENT 
OF THE SYSTEM

COLLABORATION 
WITH CSO 
NETWORK

FACTORS 
BEHIND SUCCESS
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