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DEAR HERITAGE HEALTH MEMBER,

We hope this newsletter finds you well. We are providing an update on important information to keep you informed and
aware of recent developments.

Namfisa Refuses Premium Increase

Since the Fund's inception, Namfisa has often rejected our requests for annual inflationary price increases. This has
had a significant and cumulative negative effect on the Fund's reserves. At the end of the benefit year, most other
funds implemented an average 9% annual premium increase, while Heritage Health conservatively implemented only
a 6% increase. Once again, at the end of 2024, most funds opted for an average increase of around 10%, which was
approved by Namfisa except for Heritage Health.

While the Fund is currently the most affordable by a significant margin, this negatively affects its long-term financial
stability. Further implications of this failure to obtain Namfisa approval for the premium increase are that the Fund
remains underfunded, resulting in more co-payments and upfront cash payments at service providers by members.

In-Hospital Benefit Decrease

To support the Fund's long-term financial sustainability, the Board of Trustees has decided to reduce the rate at which
the Fund pays for in-hospital consultations and procedures. Effective April 1, 2025, the rate will be reduced from
125% of NAMAF rates to 100% of NAMAF rates. We believe this will allow the Fund to allocate more resources to out-
of-hospital services such as pharmacies, general practitioners, and optometrists, which have been underfunded
recently. In-hospital claims are often more critical and costly and consume a larger portion of the Fund's financial
resources.

ICD-10 Coding Implementation Postponed

In December 2024, NAMAF communicated that Phase 2.1 would be implemented on April 1, 2025. While we have
been working with NAMAF on this, we must inform you that the full implementation of ICD-10 has been postponed
to 2026.

We will continue to collaborate closely with NAMAF to prepare for this future implementation. We will provide a new
timeline and further details as they become available.

Promoting Generic Medications
We continue to advocate for the use of generic medications as a cost-effective healthcare solution. Generic
medications are equally effective as their brand-name alternatives and can
significantly reduce medication costs for our members.




Heritage Health Pre-Authorization Protocols
A few of our members have experienced challenges with the Fund's pre-authorization process. We summarize below
the Fund's protocols.

1. What is Pre-Authorization?

Pre-authorization (preauth) is Heritage Health's process of reviewing and approving certain medical services,
procedures, or treatments before they take place. This ensures that the procedure is clinically appropriate, financially
covered, and processed smoothly under the Fund's rules.

2. Why is Pre-Authorization Required?

e Guarantees Coverage — Verifies that the procedure or treatment is included in your benefits.

e Prevents Unexpected Costs — Ensures the correct benefits are applied and limits out-of-pocket payments.
e Improves Care Quality — Allows medical specialists to review treatment plans for clinical effectiveness.

e Facilitates Claims Processing — Helps providers and members avoid delays or disputes after treatment.

3. Notification Deadlines
e The Fund must be notified at least 48 hours in advance of any booked procedure or admission.
In the case of an emergency, notification should be made as soon as possible, ideally within 24 hours of admission.

4. Required Documentation

When requesting pre-authorization, the following documents must be submitted to preauth@heritagehealth-
namibia.com:

1. Motivation Letter — Written and signed by the attending doctor, explaining the clinical necessity of the procedure.
2. Diagnostic Results — All relevant test results, scans, or reports supporting the diagnosis.

3. Detailed Quotations — Full cost estimates from all participating service providers, including:

e Line-item breakdown of services.

NAMAF tariff codes for each charge.

Incomplete submissions may delay approval, so members and providers should ensure all information is included
before sending to preauth@heritagehealth-namibia.com.

5. The Review Process

e Heritage Health's clinical team assesses requests against established medical and benefit guidelines.

e Most requests are reviewed within 24—-48 hours, depending on completeness and urgency.

e Members and providers will receive written confirmation of approval, rejection, or requests for further details.

6. Important Reminders

e Always contact the Fund before any planned procedure. Even if you are unsure whether pre-authorization is
required, notify Heritage Health at preauth@heritagehealth-namibia.com.

e Delays or non-compliance may result in claims being rejected or members becoming liable for costs.

e Emergency care is never delayed. Providers should notify the Fund at the earliest possible opportunity.

Clinitouch for Chronic Conditions

For the last 18 months, the Fund has offered an in-house nurse and doctor to members with chronic conditions
through the Clinitouch program. Clinitouch services are delivered through a smartphone App, aiming to help
members stay healthy, out of the hospital, and reduce costly hospital claims at no extra charge to them.

This program collaborates with chronically ill members who are frequently admitted to the hospital for conditions
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The Clinitouch program is essential because it is a unique way of keeping members healthy and out of hospital. In
so doing, the Fund effectively manages high cost claims and and reduces instances of co-payments for the
members. For maximum effect and benefits, the cooperation of members is essential.

Important Notice: Failure to comply with the Clinitouch program for these identified chronic conditions will result
in the suspension of hospital benefits related to those specific ailments.

For more information, please reach out to Markus at Clinitouch@clinicohealth.com or visit www.clinicohealth.com.

“WASABDOC" Free Virtual Consultations o o
In addition to Clinitouch, we are launching "WASABDOC", CIln ItOUCh

a free virtual healthcare service for all Heritage members.

Members can start consultation with a nurse or general practitioner via WhatsApp text. We hope to launch this
service within the next four weeks and will communicate the dedicated WhatsApp number soon.

Members are able to receive a script, GP referral, or sick leave note after a consultation.

Important Note: Despite being a free service, the usage of "WASABDOC" has been low. We want to emphasize the

importance of this service in improving access to care and limiting outpatient claims. It can be especially beneficial

for our chronically ill members, as it allows for the issuing of chronic medication scripts without the need for an in-
person doctor's visits, provided no blood tests are required (e.g. for conditions like hyperthyroidism).

In those instances where members have been refused services by certain service providers, the Wasabdoc program
is our way of ensuring members have access to a nurse and a GP.

For more information, please reach out to Markus at Clinitouch@clinicohealth.com or visit www.clinicohealth.com.

A word from the Principal Officer (PO)

We take special note of the Nation's concern regarding the increasing suicide cases. Namibia is now ranked top on
the suicide reporting list for African countries. This is a worrisome trend. Our President has gone on record to raise
the issue and all efforts must be made at Government and private sector levels to curb this scourge. As a Fund, we
are fortunate not to have experienced any such devastating circumstances for any of our members.

Depending on your personal product under which you enjoy the medical aid services, please check the Wellness
Section and ensure that you use the benefits accordingly in order to benefit from the offered wellness services.

Your patience and perseverance whilst we navigate the challenging financial times are greatly appreciated.

Mk

Please note our office hours are :
Monday - Friday 7H30-16H30

ANY QUESTIONS OR QUERIES?
CONTACT US:

Tel: +264 83 334 2790/1
Email: admin(@heritagehealth-namibia.com

www.heritagehealth-namibia.com =
Unit 1, House 49 A3
Feld Street

Windhoek, Namibia
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