
Bridging the divide between scheme and provider

Description

The Healthcare Providers Strategic Unit (HPSU) is doing essential work in enhancing the interaction between 
providers and scheme administrators.

By Urvashi Pather and Marisha De Jager

Tensions between healthcare providers and schemes have been simmering for many years. Eyebrows
are raised, heart rates increase and the atmosphere becomes gloomy when “provider queries” are
managed.

Whether you find yourself in Analytics, Operations, Policy, Coding, Risk Management or elsewhere,
we’re a united team in this battle.

Providers express similar frustrations when “scheme-related administration” is added to their daily
tasks. This, coupled with a lack of knowledge and insight into the processes of scheme management,
can cause tensions to rise.

Being aware of this battle, our team at HPSU is taking the lead in finding ways to help.
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Focusing on behavioural change

HPSU focuses on key projects and initiatives within the healthcare professionals space, striving to
enhance the provider’s journey with Medscheme and administered schemes. Having participated in
both the provider and the scheme administrative realm, the team has considerable industry experience.

Within the Specialist Outlier Engagement Programme, HPSU aims to bridge the divide between
provider and scheme in several ways:

Gaining insight into different specialist practice models and demographics
Supporting scheme financial sustainability
Focusing on improving in-hospital cost-efficiency driven through provider behavioural change.
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When the programme started in 2018, only a few providers were engaged every year. Today, the
HPSU team engages about 300 specialists per year, who are mainly identified by analysing in-hospital
claims data.

The programme is kept alive by continuous innovation and evolution, for example:

Refining identification metrics
Monitoring practice efficiencies
Re-engaging providers if needed
Referring certain practices to Fraud, Waste and Abuse for further unpacking should the data and
engagement content be questionable.

More recently, specialist societies have been getting on board in support of the initiative.

Facilitating engagement

HPSU uses a practice efficiency report (PER), compiled by Advanced Analytics, as the main
discussion point when engaging with providers. Through conversation, HPSU gains an understanding
of practice location, size, special interests of providers, obstacles and limitations, as well as feedback
regarding scheme experience.

Engagements are booked with persistence and charm by our admin assistant. Scheduled between
daily tasks, four brave HPSU warriors are available to facilitate these engagements. Team members
often travel to meet these providers face to face, but they also accommodate virtual and telephonic
discussions.

During these engagements, providers are directed to the major cost drivers on their practice’s data
sets. The aim is to jointly identify areas where a provider can assist in improving overall efficiency
and/or identifying areas where the data and summary might sway towards misinterpretation of the
actual clinical practice.

HPSU has witnessed significant positive behavioural change following engagement. Of the providers
that the team engaged in 2021, 73% showed an improvement in total cost efficiency metrics in 2022.

The Specialist Outlier Engagement Programme is just one of HPSU’s tactics to bridge the divide
between scheme and provider. For more info about the team, initiatives and projects, refer to HPSU
One Mind.
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