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REVIEW APPEALS SUB-COMMITTEE RELATED INVESTIGATION
o F TH E N HSO SUB-COMMITTEE OF ARTICLE 41 TO FUNCTIONS COMMITTEE

1. Standard Supervisory Subcommittee
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2. Rights Protection Subcommittee
3. Legal Protection Sub-Committee

m4 i d 13 REGIONAL QUALITY CONTROL SUBCOMMITTEE

Provincial Sub-committee of
PROVINCIAL Article 41 (77 provinces)
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HEALTHCARE . . i N
FACILITY Health Security Office in the health service facility
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ACTIVITIES

OF RIGHTS PROTECTION
UNDER UCS

DISSEMINATION
OF INFORMATION
ABOUT RIGHTS

i.e. CALL CENTER,
INTERNET ETC

PROMOTION OF
ACCESS TO RIGHTS

i.e. EXPANSION OF BENEFIT
PACKAGE, EXPANSION OF
FACILITIES

RIGHTS
PROTECTION
ACTIVITIES

ANALYZING
A COMPLAINT

COMPENSATION
FOR LOSS AND
INJURY

ONE-STOP

COMPLAINT
SERVICE SYSTEM




MECHANISMS
INDICATED
IN ARTICLE 50(5)
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INDEPENDENT
COMPLAINT
UNIT 50(5)

 MECHANISMS

OF RIGHTS
PROTECTION
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IN THE NATIONAL SERVICE CENTER | |CENEID
HEALTH SECURITY ACT




THE DISTRIBUTION OF

THE INDEPENDENT
COMPLAINT

RECEIVING UNITS (50(5)

LOCAL ADMINISTRATIVE
- ORGANIZATIONS

13 cvsociery
- NETWORK

99 CENTER FOR
- COORDINATION OF UCS

O




FROM VARIOUS CHANNELS
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1 ‘ RECEIVE THE COMPLAINT

INTO THE DATABASE

9 COMPLAINT
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SYSTEM
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REQUEST FOR PRELIMINARY
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DATA ANALYSIS / CONSIDERATION / REFER THE MATTER TO PRESENTTHE ISSUE TO
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THE CALLS

TO THE CALL
CENTER HAVE
INCREASED
OVER TIME

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

NUMBER OF CALLS

TO THE CALL CENTER

FY 2014- 2018

2014 — (01,207

2015 s——— 138,601

2016 T 579,338
2017 S ] 64,887

2018 T 930,302

912

Call for information
from population

%

Call for information
from healthcare
provider




. Not receiving services that the patient was entitled to by law (Article 59)
Not receiving convenient service (Article 59)
. Healthcare facility charged a fee (Article 59)

. Malpractice of standard health service (Article 57)

1,678

MOST
COMPLAINTS |

WERE: * F
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« DID NOT HAVE CONVENIENCE IN SERVICES ‘ | | |

« COMPLAINTS ABOUT MALPRACTICE DECLINED OVERTIME 2014 2015 2016 201
NUMBER OF COMPLAINTS BY TYPE FOR FY 2014-18
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M OST TH E G E N E RAL . Rights and registration of the service facility
Request for assistance
" Counselingfadvice
CO M P LAI N TS B Complaint to other health insurance scheme
Other issue
W E R E ° NUMBER OF COMPLAINTS
o BY TYPE FOR FY 2014-18

486 1,156&—‘ 527 o
464 834 . 105 O
w0 - 11,029 10— 14,025
366 4
2014 2015 l
181 20 900
218°—‘ 3130—‘
« DENIAL OF RIGHTS wF‘ 71 F‘ -
1,117 961 ! ©
« REGISTRATION WITH A SERVICE FACILITY 10,090 11,035

7,807 —— 8,861 o

2016 2017

2018



COMPLAINTS

WERE RESOLVED

16% 25

OF COMPLAINTS WERE RESOLVED WITHIN

DAYS OF FILING (2018)

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

2016 2018

84.30 84.30

2015 2017
84.13 84.60
2014

76.83



KNOWLEDGE AND
UNDERSTANDING
OF POPULATION

ABOUT THEIR RIGHTS

IMPROVING

THE SYSTEM OF HEALTH
SERVICES AND HEALTH REDUCTION OF CONFLICT

BETWEEN PROVIDER
INSURANCE FOR ALL AND PATIENT, PROMOTING
CONFIDENCE IN THE UCS

STRENGTHENING
CIVIL SOCIETY

BENEFIT

OF RIGHTS PROTECTION
IN THE UCS



RECEIVED

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

AWARD

A MODEL CONSUMER
PROTECTION AGENCY
BY INDEPENDENT
COMMITTEE

FOR CONSUMER
PROTECTION (2014)

RECOGNITION AS
A MODEL BY THE
ASEAN COMMITTEE
OF CUSTOMER
PROTECTION



FACTORS

CLEARLY
SPECIFIES BY LAW

PUBLIC SERVICE
MIND-SET OF
THE NHSO STAFF

BEHIND SUCCESS

EASY AND
PATIENT-FRIENDLY
CHANNELS FOR
FILING COMPLAINTS

CONTINUOUS
IMPROVEMENT
OF THE SYSTEM

COLLABORATION
WITH CSO
NETWORK






