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Coronavirus and your 
travel insurance policy

As concern about the coronavirus - which has now spread to 
several countries - increases, the following information on what 
is covered for travel insurance claims relating to the virus refers: 
• All TIC policy-holders are fully covered for emergency medical and 

related expenses should the traveller contract the coronavirus on 
a journey. The related expenses include medical transportation 
and medical repatriation, repatriation of children and/or travel 
companion and burial or cremation or return of mortal remains. 

• Should the coronavirus lead to flight cancellations by the airline 
or travel bans by country or global authorities then the traveller 

will be covered by TIC’s Unspecified Event Cancellation cover 
provided they purchased their travel insurance within 48 hours 
of making the  first payment  towards their trip (whether part or in 
full).  Unspecified event cancellation cover is available on Leisure 
Comprehensive and Business policies only. TIC will cover the non-
refundable amounts/portions of the travel arrangements up to the 
benefit limit in the policy in case of cancellation or postponement, 
for passengers who qualify for this cover. Disinclination to travel 
is excluded in terms of TIC cover. 

Published: 2020-02-25

The Fund’s stance on the Coronavirus

• To the best of our understanding a patient who demonstrates with 
flu like symptoms and fever should typically stay at home (self 
isolation) and immediately contact his/her doctor via cellphone/
WhatApp or the Medici App.

• It is important to focus on personal hygiene - wash hands, cover 
your nose and mouth when sneezing/coughing, keep hand 
sanitizers handy, etc.

• NHP will cover suspected cases for the initial coronavirus testing 
should their benefit option provide for such blood tests and 
consultations as part of their Day-to-Day benefits.  

NHP is aware of the threat of the Coronavirus (2019-nCoV) spreading to 
Namibia and the impact on business and society.

• Testing for the coronavirus will include all diagnostic testing and 
supportive treatment up to the point where a person is confirmed 
to have tested positive.

• The MoHSS regards the coronavirus 2019-nCoV as a notifiable 
disease and will assume responsibility for all patients tested 
positively .  

• In the event of a NHP member being diagnosed with the 
 2019-nCoV coronavirus then such patient should immediately 

be reported to the MoHSS. The contact persons at the MoHSS is 
 Dr. Kastherody on 085 707 9633 or Mr Kambongi on +264 61 203 5071.

Coronavirus and your 
travel insurance policy
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Given the extent of the Namibian landscape and the remoteness 
in which some of our NHP members find themselves, the Fund 
has introduced 5 virtual consultations per beneficiary per annum 
with effect from 1 January 2020.  

practitioner via a secure connection for the transmission of images 
and text in the event that the patient cannot access the services of 
his doctor directly or in good time.

In order to engage in virtual consultations it is important that 
both the medical practitioner and patient have an existing 
clinical relationship. Once this condition is met then both 
parties can connect via the Medici app. The Medici app can 
be downloaded for both the medical practitioner and patient by 
referring to the easy to access and register steps as explained 
below. Once both parties have registered and connected then 
the patient can engage with his medical practitioner in the normal 
way that any consultation would be conducted and the healthcare 
provider in return may claim against benefits.

NHP encourages its members to register for the Medici App 
ensuring secure access to your medical doctor when not being 
able to do so in the traditional way. This is a great tool for people 
living in remote areas, when you are out camping or when you 
work on a remote site unable to travel to your nearest doctor in the 
event of an emergency.

Although telehealth and telemedicine is a relatively new concept 
for Namibia the concept is already well established internationally 
and has gained traction globally with the prediction being that virtual 
consultations will overtake traditional face-to-face consultations in 
the next ten years.

Telemedicine represents the use of video conferencing equipment 
to allow a medical provider to render an exam or other service 
to a patient at a distant location. The intention of these virtual 
consultations is to promote remote access to your medical 

Medici App

Virtual consultations
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When you know all your Doctors are a 
text, call, or video chat away

Communicating with your providers has never been so easy and 
secure. Simply select which doctor you want to talk to and begin 
texting.

If your phone is 
with you, your 
doctors are too

Saving time and money

Interact with your doctor
Ask questions & send 
photos to your doctor 
securely via Mobile App.

Save time
No need to travel to your 
doctor for some types  of 
care.

Easy to use
As simple to use as using
mobile chat or WhatsApp.

Get e-prescription
Get refills, instructions or
referrals in the App.

Pay 30% less 
Virtual vitals are less 
expensive & faster than an 
in-office visit.

See your medical records
The history of all your 
consults are saved in the 
App.

Use your mobile device to get access to all of your doctors from one, easy to use app. 
Text or video chat securely at any time.

• Download the Medici app
• Connect with your Doctor
• Feel better

www.medici.md

You can download the Medici app for 
your device at the following stores:

https://www.medici.md/
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Text with a Doctor from Home

Need a doctor but don’t want to expose yourself to other ill people 
in a doctor’s office or urgent care clinic?
Use Medici to securely text, call or video chat with a doctor from the convenience of your home.

Preventing illness
As coronavirus continues to spread, it is a good time to remember how best to avoid illness during any time of the year.

 

Here is what the Center for Disease Control and Prevention recommends as everyday preventive actions 

to help prevent the spread of respiratory diseases: 

• Avoid close contact with people who are sick. 

• Wash your hands regularly with soap for at least 20 seconds. 

• Avoid touching your eyes, nose, and mouth. 

• Stay home when you are sick. 

• Cover your cough or sneeze with something other than your hands (like a tissue or the crook of your arm). 

• Clean and disinfect frequently touched objects and surfaces using a regular household cleaning spray or wipe.

Click here to speak with a doctor 
today, and keep you and your family 
healthy

tel  061 285 5400 
website  www.nhp.com.na

Diamond Arrow Award 
Highest rated medical aid in Namibia:  2010 - 2019

Highest rated institution conducting business in the 
most ethical way:  2017 – 2019

https://www.medici.md/patients
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If you sit behind a desk for hours at a time, you’re not doomed to 
a career of neck and back pain or sore wrists and fingers. Proper 
office ergonomics - including correct chair height, adequate 
equipment spacing and good desk posture - can help you and 
your joints stay comfortable at work.

Ready to give your work space a makeover? Get started making 
your sitting workstation comfortable with this visual guide to sitting 
workstation ergonomics.

Chair
Choose a chair that supports your spinal curves. Adjust the height 
of your chair so that your feet rest flat on the floor or on a footrest 
and your thighs are parallel to the floor. Adjust armrests so your 
arms gently rest on them with your shoulders relaxed.

Key objects
Keep key objects - such as your telephone, stapler or printed 
materials- close to your body to minimize reaching. Stand up to 
reach anything that can’t be comfortably reached while sitting.

Keyboard and mouse
Place your mouse within easy reach and on the same surface as 
your keyboard. While typing or using your mouse, keep your wrists 
straight, your upper arms close to your body, and your hands at or 
slightly below the level of your elbows. Use keyboard shortcuts to 
reduce extended mouse use. If possible, adjust the sensitivity of 
the mouse so you can use a light touch to operate it. Alternate the 
hand you use to operate the mouse by moving the mouse to the 
other side of your keyboard.

Telephone
If you frequently talk on the phone and type or write at the same 
time, place your phone on speaker or use a headset rather than 
cradling the phone between your head and neck.

Footrest
If your chair is too high for you to rest your feet flat on the floor - or 
the height of your desk requires you to raise the height of your 
chair - use a footrest. If a footrest is not available, try using a small 
stool or a stack of sturdy books instead.

Desk
Under the desk, make sure there’s clearance for your knees, 
thighs and feet. If the desk is too low and can’t be adjusted, place 
sturdy boards or blocks under the desk legs. If the desk is too high 
and can’t be adjusted, raise your chair. Use a footrest to support 
your feet as needed. If your desk has a hard edge, pad the edge 
or use a wrist rest. Don’t store items under your desk.

Monitor
Place the monitor directly in front of you, about an arm’s length 
away. The top of the screen should be at or slightly below eye 
level. The monitor should be directly behind your keyboard. If you 
wear bifocals, lower the monitor an additional 1 to 2 inches for 
more comfortable viewing. Place your monitor so that the brightest 
light source is to the side.
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Administered by 

• Diamond Arrow Award – Highest rated medical aid in 
Namibia:  2010 - 2019

• Diamond Arrow Award – Highest rated institution 
conducting business in the most ethical way:  

    2017 – 2019

• Diamond Arrow Award – 1st Overall for most 
innovative companies/Institutions

NHP won its 10th consecutive PMR.africa Diamond Arrow Award for 2019. The PMR.
africa Diamond Arrow Award is a sought-after symbol of excellence in any industry, for 
the Fund to be rated best in the Medical Aid industry in Namibia for the last 10 years is an 
honour. The Fund would like to thank its members, Board of Trustees, administrator and 
clients as this achievement would not have been accomplished without your unwavering 
confidence in the Fund. We share this award with you. 

Pictured receiving the awards are Mr. Fabian Tait 

(Chairman), Ms. Johanna Kambala (NHP Trustee) and Mr. 

Joern Wiedow (Principal Officer).
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https://admin.medscheme.co.za/2013/NHP/

Members are reminded that they have four months from the 
date of treatment in which to submit their medical claims to the 
administrator for processing, failing which a claim becomes 
stale.  A stale claim is an invoice not submitted in its entirety, 
a claim returned for correction but not resubmitted or a claim 
that is older than four months from the date of treatment.

It remains the member’s responsibility to ensure that all 
claims for medical treatment have been submitted following 
such treatment, to track their claims submitted and verify 
that the claim has been processed. Once payment has been 
made the member must verify whether he/she is liable for 
any outstanding portions in the form of a co-payment. Whilst 
most healthcare providers have the ability to submit claims 
electronically, thereby ensuring a shorter processing time, the 

for medical treatment within 4 months 
after the treatment date

member remains responsible for ensuring that his/her claims 
have been settled to the healthcare provider.

Should a claim be rejected then the Fund shall inform the 
member why the claim is rejected. Once a claim is rejected 
then the member and/or healthcare provider is provided with 
a further 60 days to correct and resubmit such claim. The 
Fund will not accept any amended claim after the given 60 
days.

Members should not rely on the healthcare provider to 
submit and claim on his/her behalf. It remains the member’s 
responsibility to ensure and check that all accounts are 
submitted the first time and followed up within 4 months from 
the service date.

Submission of claims

Empower yourself 
Own your benefits

Members are encouraged to check their benefit limits on a 
regular basis and manage their limits to ensure that their 
benefits last them up to the end of the year. Very often 
members go for regular medical check-ups and different 
treatment, all of which can result in benefits being depleted 
very quickly leaving the member with an unpleasant surprise 
and a nasty out-of-pocket payment.

Members are thus encouraged to register on the NHP 
member portal via the website. Once registered you can 
download the NHP app, ensuring that you remain constantly 
updated about the availability of benefits.

The benefit of downloading the NHP app includes keeping 
track of claims submitted and viewing available benefit 
balances. After all, it is the member’s responsibility to 
manage his/her benefits for the year.

The NHP website and NHP app are tools available to our 
members to keep themselves informed.

44
monthsmonths

https://admin.medscheme.co.za/2013/NHP/
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Medscheme Namibia embarked on a Fraud, Waste and Abuse 
(FWA) programme in late 2017.  The groundwork for the formulation 
of a fully functional Forensic Unit, to serve Namibia Health Plan 
(NHP), was started in early 2018. The workup for compliance 
and alignment to the Namibian healthcare environment legal and 
operational frameworks started in 2018 and was fully completed 
by mid-2019.

During this time the Forensic unit appointed a Forensic Analyst 
(responsible for analyses of medical claims) and started the 
enormous task of identifying irregular claims, retrospectively, to 
which healthcare providers were not entitled to have claimed.

To understand the complexities involved it is well worth noting that 
all these treatments are differentiated by tariff codes and Nappi 
codes to enable the Medical Aid Fund to fund the services or 
treatments rendered on behalf of the member/patient.  It is further 
important to note that all claims are paid upfront in good faith 
without actual verification of services rendered.

The Medical Aid Fund does not create policies or rules regarding 
the use of tariffs and codes but merely applies them in terms of the 
guidelines, rules and best practices as set out by NAMAF, HPCNA 
and international best practice guidelines.

One of the most fundamental differences between general 
insurance and healthcare funding is that healthcare claims are 
paid upfront and in good faith to ensure scheme members have 
access to immediate healthcare treatment when needed.  Unlike 
general insurance, each and every individual claim is not first 
validated and assessed prior to payment.  With medical claims 
there is a presumption that a proper service was rendered.

The emotive nature of healthcare treatment makes any associated 
claim very personal to the person who is insured.  Denial of funding 
has a direct impact on the quality of life of the member, and as 
such, health insurers have a humanitarian duty to honour as many 
claims as possible, whilst remaining financially sustainable for the 
benefit of their collective membership. It cannot be ignored that 

whilst the provision of private healthcare services is treated as a 
commodity financially (like a business); the service itself is in fact 
a social necessity.

All these factors combined create a structurally weakened payment 
process that is open to errors, abuse and potential exploitation.
This environment is not unique to Namibia and internationally 
the losses incurred as a result of these challenges have been 
encompassed into the expanded terms Fraud, Waste and Abuse 
(FWA).  Therefore, only retrospective claiming patterns can assist 
in identifying irregular or outlier-claiming behaviours as payment 
has already occurred.

To date the Medscheme Namibia Forensic unit has identified 
possible irregularities and has quantified approximately 
N$ 2.8 million. Healthcare providers implicated were engaged and 
a recovery of funds amounting to N$ 1.7 million has been realised 
as from mid-2019. 

This is good news to members, but also to providers who are more 
aware of the manner in which claims are structured, ensuring 
sustainable operations in the long run for all parties concerned.

The broad classification of possible claims irregularities falls into 
either of three categories being fraud, waste or abuse. The majority 
of these identified irregularities mostly fall into the categories of 
waste and abuse.

To provide some clarity, fraud, waste and abuse are generally 
defined in the healthcare environment as follows:

Fraud
The willful misrepresentation of the facts in order to illegally obtain 
financial gain at the expense of someone else.

• “Fraud is defined as knowingly, and willfully executing or 
attempting to execute a scheme to defraud any healthcare 
benefit program or to obtain by means of false or fraudulent 
pretenses, representations, or promises any of the money or 
property owned by any healthcare benefit program.” 

Forensic 2020 Forensic 2020 
Fraud, Waste and Fraud, Waste and 
Abuse ProgressAbuse Progress
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Waste
Waste is the useless expenditure or consumption, squandering of 
money, goods, time, effort, etc. Some examples may be:
• Failure of Care Delivery: the waste that comes with poor 

execution or lack of widespread adoption of known best care 
processes, etc.

• Failure of Care Coordination: the waste that comes when 
patients fall through the slats in fragmented care. The 
results are complications, hospital re-admissions, declines 
in functional status and increased dependency, especially for 
the chronically ill, for whom care coordination is essential for 
health and function.

• Overtreatment: the waste that comes from subjecting patients 
to care that, according to sound science and the patients’ 
own preferences, cannot possibly help them (care rooted 
in outmoded habits, supply-driven behaviors, and ignoring 
science). Examples include excessive use of antibiotics, 
use of surgery when watchful waiting is better and unwanted 
intensive care at the end of life for patients who prefer hospice 
and home care.

• Administrative Complexity: the waste that comes when 
government, funds, administrators and others create 
inefficient or misguided rules. For example, payers may fail to 
standardize forms, thereby consuming limited physician time 
in needlessly complex billing procedures. The other major 
driver in administration waste is outsourcing core services 
resulting in complex contractual relationships further driving 
waste in terms of administration and resources.

• Pricing Failures: the waste that comes as prices migrate far 
from those expected in well-functioning markets, that is, the 
actual costs of production plus a fair profit. For example, 
because of the absence of effective transparency and 
competitive markets, US prices for diagnostic procedures such 
as MRI and CT scans are several times more than identical 
procedures in other countries.

• Fraud and Abuse: the waste that comes as fraudsters issue 
fake claims and run scams, and also from the blunt procedures 
of inspection and regulation that everyone faces because of 
the misbehaviors of a very few.

Abuse
Abuse cannot be differentiated categorically from fraud, because 
the distinction between “fraud” and “abuse” depends on specific 
facts and circumstances, intent, prior knowledge and available 
evidence, among other factors. 

Abuse is most often defined in terms of acts that are inconsistent 
with sound medical or business practice. Unlike fraud, abuse 
is an unintentional practice that directly or indirectly results in 
an overpayment to the healthcare provider. Abuse is similar to 
fraud, except that the investigator cannot establish if the act 
was committed knowingly, willfully, and intentionally. Use of the 
term “intentional” is important in defining fraud and abuse and in 
identifying ethical or unethical action.

Abuse is also defined as provider practices that are inconsistent 
with sound fiscal, business, or medical practices, and result in an 
unnecessary cost to the medical aid fund, or in reimbursement 
for services that are not medically necessary or fail to meet 
professionally recognized standards for health care. It also 
includes recipient practices that result in unnecessary cost to the 
medical aid fund.

Some examples of Abuse in the healthcare industry may be:
• Charging in excess for services or supplies
• Billing for items or services that should not be provided
• Failure to maintain adequate medical or financial records
• A pattern of claims for services not medically necessary
• Refusal to furnish or allow access to medical records
• Improper billing practices 
• Substitution of Services 
• Misrepresentation of Services/Supplies 
• Administrative/Financial actions that include the items such 

as kickbacks, favours, gifts, etc.

Important Note
It must be noted that these definitions are generally accepted internationally and they may be worded 
somewhat differently throughout the industry. The same is applicable to the examples as used, as 
instances of fraud, waste and abuse may overlap or the actions thereof may change and evolve as the 
industry applies preventative measures.

It therefore stands to reason that all parties carry a fiduciary responsibility when it comes to 
healthcare funding, the Healthcare provider, the member and the funder. If any one of these parties 
perform unethical or in a fraudulent manner, then these irregularities need to be addressed in order to 
protect the members of funds.
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NHP encourages it’s future mothers to go for 
their regular check-ups during the course of 
the pregnancy to ensure that development of 
the foetus is normal. Knowing what check-ups, 
screenings and scans to have and when to 
have them during your pregnancy is important 
information for every pregnant woman.  

Antenatal screening and diagnostic tests can detect pregnancy 
complications and foetal anomalies. During pregnancy you will 
be offered antenatal screening tests which check and assess 
the well being of you and baby. They can also identify genetic 
conditions such as Down’s syndrome, Edwards’ syndrome and 
Patau’s syndrome.

All tests are optional, it is your choice as to which tests you have 
or don’t have. It is important to understand the conditions you 
are potentially testing for in order to be able to make informed 
decisions as to which tests, if any, you wish to have.

Pregnancy and foetal screening tests may include blood tests 
(screening for conditions such as sickle cell anaemia) and scans 
(such as nuchal translucency scan which looks at the likelihood of  
your baby having a genetic condition).

A screening test can only give you information about how likely it 
is that your baby may be affected by a condition. If the likelihood 
is high, you will be offered a diagnostic test, which can give you a 
definite answer.

The importance of antenatal 
screenings during pregnancy



NHP Contact information

Head office: Windhoek
Tel  061 285 5400
Fax  061 223 904
Website  www.nhp.com.na
Walk-in assistance  Unit 2, Demushuwa Suites
 Corner of Grove and Ombika Street
 Kleine Kuppe
Postal address  PO Box 23064, Windhoek
Operating hours  Monday to Friday  07:45 - 17:00
 Saturday   08:00 - 13:00

Fraud hotline - Confidential
Tel  0800 647 000
Email  fraud@medscheme.com.na

NHP emergency numbers 
(Monday to Sunday until 22:00)
After hours  081 372 9910
In-hospital  081 145 8580

Dedicated emergency medical assistance
E-Med Rescue 24  061 222 223 
Emergency number  924
LifeLink EMS  064 501 000 
Emergency number 999

Get in touch

Membership 
(Applications, contributions and amendments)
Tel  061 285 5400
Fax  061 230 465
Email  members@nhp.com.na

Ex-Gratia  exgratia@nhp.com.na

Optical  optics@nhp.com.na

Claims
Tel  061 285 5400
Fax  061 223 904
Email  claims@nhp.com.na 

Hospital pre-authorisation
Tel  061 285 5400
Fax  061 277 408
Email  cases@nhp.com.na

International Travel Insurance
Tel  061 285 5400
Fax  061 223 904
Email  nhptravel@nhp.com.na

New business
Tel  061 285 5407
Fax  061 231 282
Email  newbusiness@nhp.com.na

Healthcare providers
Tel  061 285 5444
Fax  061 277 404
Email  providers@nhp.com.na

Support

Dedicated

Aid for AIDS (AfA) Programme
Tel  061 285 5423
Fax  061 271 674
Email  info@afa.com.na

Oncology Disease Management Programme
Tel  061 285 5422
Fax  061 277 408
Email  oncology@nhp.com.na

Wellness / BRM / Lifestyle Programme
Tel  061 285 5437
Fax  061 231 282
Email  wellness@nhp.com.na

Branches

Windhoek: Sanlam Walk-in Centre
Tel 085 268 3400
Email moutonr@medscheme.com.na
Walk-in assistance Ground floor, Sanlam Centre
 145 Independence Avenue
Swakopmund
Tel  064 405 714
Fax  064 403 715
Email  swakop@nhp.com.na
Walk-in assistance  Office number 2
 1st floor, Food Lovers Market
 50 Moses Garoeb Street
Postal  PO Box 2081, Swakopmund

Walvis Bay
Tel  064 205 534
Fax  064 209 959
Email  walvis@nhp.com.na
Walk-in assistance  Office No. 7, Welwitschia Hospital Centre
Postal  PO Box 653, Walvis Bay

Oshakati
Tel  065 221 721
Fax to email  061 277 412
Email  oshakati@nhp.com.na
Walk-in assistance  Medical Complex, Main Street
Postal  PO Box 23064, Windhoek

Keetmanshoop
Tel  063 225 141
Fax to email  061 277 419
Email keetmans@nhp.com.na
Walk-in assistance  Bird’s Mansion Hotel, 6th Avenue
Postal  PO Box 1541, Keetmanshoop

Clinical risk

Chronic Medicine Management
Tel  061 285 5417
Fax  061 277 408
Email  chronicapp@nhp.com.na


