bii).

b (ii).

b (iii).

b (iv).

b (iv).

cfi).

cfii}.

Public Disclosures on quantative and qualitative Parameters of Health services rendered
information as at 31/03/2021

Name of the Insurance Corpany: Niva Bupa Health Insurance Company Limited
(formerly known as Max Bupa Heaith Insurance Company Limited)

Service level Agreement Valid From To
Name of { PA
ame of inswrer/TPA . number DO/MM/YYYY DD/MM/YYYY
Niva Bupa Health lnsufance
Company Limited {formerly known R
as Max Bupa Health Insurance
Company Limited)
Medi Assist Insurance TPA Pvt Ltd HCP/Legal/78/2019 1-0ct-2019 30-Sep-2022
Health I A Pyt

'Ef dks"a calth Insurance TPA Py HCP/Legal/79/2019 20-Nov-2019 13-Nov-2022
Family Health Plan Insurance TPA | yiep 1 ealjs6/2020 1-Aug-2020 319012023
Limited
x‘zu' Medorp Insurance TPAPvt HCP/Legal/88/2020 1-Aug-2020 31-Ju-2023
Number of policies and lives serviced in respect of which puble disclosure is made by the insurer:

Description Individual Group Govermnment
No of policies serviced 1395738 3074 0
No of lives serviced 3116828 4368104 0

Number of policies and lives services

o in respect of which publc di

sclosuré is made by Me

Description Individual Group Government
No of policies serviced 0 4 4]
No of lives serviced 0 3764 0

Numiber of policies and lives service:

d in respect of which puble di

Description individual Group Government
No of policies serviced [ 1 Q
No of lives serviced 0 2692 0

Number of policies and lives serviced inrespect of which publc di

Description individual Group Government
Mo of policies serviced 0 12 0
No of lives serviced 0 170425 0

Numiber of policies and lives service

<li Assist Insurance TPA Put Ltd:

sclosure is made by Raksha Health Insurance TRA Pyt Ltd:

sclosure is made by Family Health Plan Insurance TPA Limited:

ure is made by Vipul Medorp Insurance TPA Pyt Ltd:

d in respect of which puble disclos
Fodual

Description Group Government
No of palicies serviced 0 1 1]
No of lives serviced 1] 1492 4]

Geographical Area of services Renderd in respect of which public discl

osure is made by the Insurer:

St. No. Name of State Name of District No. of PGIIC(ES No. of lives serviced
serviced *

1 Andhra Pradesh All Districts 21,667 289,748
2 Arunachal Pradesh All Districts 242 774
3 Assam All Districts 6,327 41,484
4 Bihar All Districts 35,745 150,725
5 Chhattisgarh All Districts 7,894 72,545
3 Goa Al Districts 6,924 20,905
7 Gujarat All Districts 86,262 499,681
3 Haryana All Districts 103,410 690,607
9 Himachal Pradash All Districts 5,554 19,627
10 Jammu & Kashmir All Districts 4,800 13,477
11 Sharkhand All Districts 11,220 61,891
12 Karnataka Alf Districts 131,776 553,901
13 Kerala All Districts 51,763 464,973
14 Madhya Pradesh All Districts 26,250 216,468
15 Maharasthra All Districts 214,812 1,025,117
16 Manipur All Districts 787 2,245
17 Meghalaya Al Districts 663 4,055
18 Mizoram Al Districts 244 726
19 Nagaland All Districts 281 1,263
20 Odisha Alf Districts 14,221 138,426
21 Punjab All Districts 88,249 310,364
22 Rajasthan All Districts 60,326 344,912
23 Sikkim All Districts 331 2,34
24 Tamil Nadu All Districts 49,508 461,248
25 Tefangana All Districts 80,282 348,906
26 Tripura All Districts 746 4,530
27 Uttar Pradesh All Districts 156,660 579,094
28 Uttrakhand All Districts 14,102 55,461
28 West Bengal All Districts 41,057 214,734
30 Andaman & Nicobar Is. All Districts 127 386
31 Chandigarh All Districts 10,089 26,996
32 Dadra & Nagra Haveli All Districts 559 3,461
33 Daman & Diu All Districts 459 1,527
34 Delhi All Districts 184574 852,485
35 Lakshadweep All Districts 18 69
36 Puducherry All Districts 783 9,780

* All policies active during the financial year are included in this count

Geographical Area of services Renderd in respect of which public disclosure is made Medi Assist India TPA P Ltd:

Sr. No. name of State Name of District o. of ?OIXC‘ES No. of lives serviced
sewviced

1 PAN India PAN India 2 3764




cfiii).

Geographical Area of services Renderd in respect of which public disclosure is made Raksha Health TPA Pvt Ltd:

Sr. No.

Name of State

Name of Di

strict

No. of policies

serviced M

o, of lives serviced

1

PAN India

PAN India

1

2692

disclosure is made FHPL TPA P Ltd:

c(iv). Geographical Area of services Renderd in respect of which public
Sr. No, Name of State Name of District No. of ‘?ohmes No. of lives serviced
serviced
1 PAN India PAN ndia 12 170425
c(v). hical Area of services Renderd in respect of which public disclosure is made Vipul TPA Pyt Ltd:
Sr. No. Name of State Name of District No. of :?ohaes No. of lives serviced
. serviced
1 PAN India PAN India 1 1492
d(i). Dataof number of claims processed by the Insurer (inhouse)
Mo, of clai
No. of claims outstanding No. of claims No. of claims paid No. of claims Claims outs:a:din l:;sme
TPA at the beginning of year | received during the | during the year 20201 Settlement ratio(%) | repudiated during | repudiation ratio end of the yiar 2020
2020-21 year 2020-21 21 the year % 21
Inhouse (Health&PA) 1018 137382 122351 89% 12697 9% 3352
* Settlement Ratio = No. of claims paid during the year /No. of claims received during the year
A Repudiation Ratio = No. of claims repudiated during the year / No. of claims received during the year
cT(ii)A Data of number of claims processed Medi Assist India TPA P Ltd:
. No. of clai
No. of claims outstanding No. of claims No, of claims paid No. of claims Claims out:a: dicnal;rcsthe
TPA at the beginning of year | received dusing the | during the year 20204 Settiement ratio{%) | repudiated during | repudiation ratio end of the iar 2020
2020-21 year 2020-21 21 the year % 2;
Medi Assist Insurance TPA P Ltd 69 1804 1583 88% 217 12% 73
* Settlerment Ratio = No. of claims paid during the year /No. of claims received during the year
A Repudiation Ratio = No. of claims repudiated during the year / No. of claims received during the year
d(iii). Data of number of claims processed Raksha Health TPA Pvt Ltd:
. " . . " . . No. of clai
No. of claims outstanding No. of claims No. of claims paid . No. of claims Claims outs:a:riinjlz:r:sthe
TPA at the beginning of year | received during the | during the year 2020 1 ratio(%) diated during | repudiation ratio end of the :ar 2020
2020-21 year 2020-21 21 the year Y% 2;’
Raksha Health TPA Pvt Ltd 15 204 N 194 95% 13 6% 12
* Settiement Ratio = No. of claims paid during the year /No. of claims received during the year
A Repudiation Ratio = No. of claims repudiated during the vear / No. of claims received during the year
d(iv). Data of number of claims processed FHPL TPA Pyt Ltd:
No. of clai
No. of claims outstanding Mo, of claims No. of claims paid No. of claims Claims outsta:dicn;'{:ihe
a
TPA at the beginning of year | received during the | during the year 2020 1 it ratio(%) fiated during iation ratio end of the year 2020
202021 year 2020-21 21 the year % e
FHPL TPA Pyt Ltd 0 1141 886 78% 50 4% 205
* Settlement Ratio = No. of claims paid during the year /No. of claims received during the year
A fepudiation Ratio = No. of claims repudiated during the year / No. of dlaims received during the year
d(v). Data of number of claims processed Vipul TPA Pyt Ltd:
i No. of claims
Ne, of claims outstanding No. of claims No, of claims paid No, of claims Claims out;a:din atthe
TPA at the beginning of year | received during the | during the year 2020 Settlement ratio(%) | repudiated during | repudiation ratio end of the iar‘zozo
2020-21 year 2020-21 21 the year % 2;
Vipul TPA Pvt Ltd 0 39 23 59% 4 10% 12
* Settlement Ratio = No. of ¢laims paid during the year /No. of daims received during the year
A Repudiation Ratio = No. of claims repudiated during the year / No. of claims received during the year
efi). Turn Around Time (TAT) for cashiess claims by insurer (in respect of number of claims}:
TAT INCLUSIVE OF TIME TAKEN BY INSURER FOR APPROVAL OF AUTHORISATIONS
Individual Policies {in %) Group Policies (in %)
Sr. No. Description . .
TAT for pre-auth** | TAT for discharge®**| TAT for pre-auth** | TAT for discharge***
1 Within <1 Hour 94.0% 65.0% 96.7% 70.3%
2 Within 1-2 Hours 1.0% 29.6% 0.7% 26.1%
3 Within 2-6 Hours 1.4% S.1% 0.8% 3.3%
4 Within 6-12 Hours 0.3% 0.2% 0.3% 0.1%
5 Within 12-24 Hours 1.1% 0.1% 0.5% 0.1%
6 >24 Hours 2.1% 0.0% 1.1% 0.0%
Total 100% 100% 100% 100%

efji}.

“percentage to be caleulated on t

otal of respective column

**Reckoned from the time last necessary document is received by insurer/TPA (whichever is earlier) and till final pre auth is issued in the hospital}
***Reckoned as final discharge summary sent to hospital from the time discharge bill is received by TPA

Turn Around Time {TAT) for cashles:

claims (in respect of number of claims) Medi Assist India TPAP Ltd -

Individual Policies (in %} Group Policies {in %}
Sk, No. Description
TAT for pre-auth** | TAT for discharge***| TAT for pre-auth** | TAT for discharge***
1 Within <1 Hour - - 94% B5%
2 Within 1-2 Hours - - 4% 15%
3 Within 2-6 Hours - . - 2% 0%
4 Within 6-12 Hours - - 0% 0%
5 Within 12-24 Hours - - 0% 0%
6 >24 Hours - - 0% 0%
Total 100% 100%

*percentage to be calculated on

total of respective column

**Reckoned from the time last necessary document is received by insurer/TPA (whichever is earlier) and till final pre auth is issued in the hospital}
+**Reckoned as final discharge summary sent to hospital from the time discharge bill is received by TPA

fsirn




e(iii).  Turn Around Time (TAT) for cashless claims (in respect of number of claims) Raksha Health TPA Pyt Ltd:

eliv).

e(v).

i)

f(iii).

ivi.

individual Policies {in %) Group Policies {in %)
Sr. No. Description TAT for Pre-auth™ ) TAT for TAT for Pre-auth** ) TAT for
Discharge*** Discharge®**
1 Within <1 Hour - - 93.1% 66.7%
2 Within 1-2 Hours - - 3.4% 28.6%
3 'Within 2-6 Hours - - 0.0% 4.8%
4 Within 6-12 Hours - - 0.0% 0.0%
5 Wiihin 12-24 Hours - - 0.0% 0.0%
6 Above 24 Hours - - 3.4% 0.0%
Yotal 0.00% 0.00% 100% 100%

*percentage to be calculated on tot

al of respective column

**Reckoned from the time last necessary document is received by insurer/TPA (whichever is eatlier) and till final pre-authis issued to the hospital)
+*+Reckoned as final discharge sumimary sent to hospital from the time discharge bill is received by TPA

Turn Around Time (TAT) for cashless claims {in respect of number of claims) FHPL TPA Put Ltd:

. Individual Policies {in %) Group Policies (in %}
sr. No. Description TAT for Pre-auth** N TAT for TAT for Pre-auth™* . TAT for
Discharge*** Discharge***

1 Within <1 Hour - - 59.0% 35.4%

2 Within 1-2 Hours - - 30.1% 39.0%

3 Within 2-6 Hours - - 10.2% 25.0%

a Within 6-12 Hours - - 0.4% 0.5%

5 Within 12-24 Hours - - 0.4% 0.2%

6 Above 24 Hours - - 0.0% 0.0%

Total 0.00% 0.00% 100% 100%

*percentage to be calculated on total of respective column
**Rackoned from the time last necessary document is received by insurer/TPA (whichever is earlier) and tili final pre-auth is issued to the hospital}
***Rackoned as final discharge summary sent to haspital from the time discharge bill is received by TPA

Turn Around Time (TAT) for cashiass claims {in respect of number of claims) Vipul TPA Pt Ltd:

tndividual Policies (in %) Group Policies {in %)
Sr. No. Description TAT for Pre-auth** ) TAT for TAT for Pre-auth** ) TAT for
Discharge*** Discharge***

1 Within <1 Hour - - 41.8% 37.7%

2 Within 1-2 Hours - - 31.3% 20.8%

3 Within 2-6 Hours ~ - 26.9% 41.5%

4 Within 6-12 Hours - - 0.0% 0.0%

5 Within 12-24 Hours - - 0.0% 0.0%

6 Above 24 Hours - - 0.0% 0.0%
Total 0.00% 0.60% 100% 100%

*percentage to be calculated on total of respective column
**Reckoned from the time last necessary document is received by insurer/TPA (whichever is earlier) and till final pre-auth is issued to the hospital
+**Reckoned as final discharge summary sent to hospital from the time discharge billis received by TPA

Turn Around Time (TAT) in respect of payment/ repudiation of clams by Insurer {INHOUSE)
TOTAL CLAIMS PAYRMENT TAT - LDR TO PAYMENT DATE / DENIAL DATE

Description (to reckoned from Individual Group Government Total
‘h::::t:s:: ';z:;::::;ﬁ No. of claims percentage {%) No. of claims percentage (%)p No. of claims percentage {%) No. of claims percentage(%)
Within 1 Month 102932 95.5% 25806 94.8% 0 0 128738 95.3%
Between 1-3 Months 4764 4.4% 1302 4.8% 0 0 6066 4.5%
Between 3-6 Months 130 0.1% 111 0.4% 0 0 241 0.2%
tore than 6 Menths 0 0.0% 3 0.0% 0 0 3 0.0%
. Total 107826 100% 27222 100% 0 <] 135048 100%
=Percentage shall be calculated on total of respective column -
Turn Around Time (TAT} in respect of payment/ repudiation of clams by Medi Assist India TPA P Ltd:
TOTAL CLAIMS PAYMENT TAT - LDR TO PAYMENT DATE / DENIAL DATE
Description {to reckoned from fndividual Group Government Total
the date of receipt of last No. of claims percentage (%) No. of claims percentage {(%)p No. of claims percentage (%) No. of claims percentage(%)
Within 1 Month Q 0% 1480 82.2% o] 0% 1480 82.2%
Between 1-3 Months Q % 276 15.3% 0 0% 276 15.3%
Between 3-6 Months 0 0% 39 2.2% 0 0% 39 2.2%
More than 6 Months 0 0% 5 0.3% U 0% 5 0.3%
Total 0 0 1800 100% 0 0 1800 100%
*percentage shall be calculated on total of respective column -
Turn Around Time (TAT) in respect of payment/ repudiation of clams by Raksha Health TPA Put Lid:
Description {to reckoned from Individual Group Government Total
the date of receipt of last Number of claims Percentage Number of claims Percentage Number of claims Percentage Number of claims Percentage
Within 1 Month 0 0% 146 71% 0 0% 146 71%
Between 1-3 Months 0 0% 54 26% Q 0% 54 26%
Between 3-6 Months 0 0% 7 3% 0 0% 7 3%
More than 6 Months Q 0% 0 0% 0 0% 0 0%
Total 0 0 207 100% 0 [ 207 100%
*Percentage shall be calculated on total of respective column -
Turn Around Time (TAT) in respect of payment/ repudiation of clams by FHPL TPA Pt L d :
Description (to reckoned from individual Group Government Total
the date of receipt of last Number of claims Percentage Number of ¢laims Percentage Wumber of claims Percentage | Number of claims Percentage
Within 1 Month 4] 0% 855 91% 0 0% 855 91%
Between 1-3 Months 0 0% 81 9% 0 % 81 9%
Between 3-6 Months 0 0% 0 0% 0 0% 4] %
More than 6 Months 0 0% 0 0% 0 0% 0 0%
Total 0 o 936 100% 0 0 936 100%

*Percentage shall be calculated on total of respective column




f{v).

Turn Around Time (TAT) in respect

d Eaxmen!/ repudiation of clams by Vipul TPA Put Ltd:

Data of grievances received against

the Insurer/TPA:

No. of Grievances (by

No. of Grievances {by

No. of Grievances

the end of the year

P . of Gri . need No. i )
sr. No. Description No. of Grievances (by Wedi Assist Raksha Health No. of Grievances (by (by Vipul TPA Pyt
Insurer) Insurance TPA Put FHPL TPA Pyt Ltd)
Insurance TPA P Ltd] Ltd)
Ltd)
1 Gnevan.cesA outstanding at N o o o 0
the beginning of year
5 Grievances received during 1434 o o 4 o
the year
3 Grievances resolved during 1418 0 ° ‘ o
the year
4 Grievances outstanding at s o o

Note: The above count is the total of all grievances received by the insurer during 2020-21

ce: Gurgaon

30th July 2021

Signature of CEO/Whole Tij irector!

Name of the

suris Niva Bupa Health Insurance

Description {ta reckoned from Individual . Group Government Total
the date of receipt of last Number of claims Percentage Number of claims Percentage Number of claims Percentage Number of claims Percentage

Within 1 Month 0 0% 26 96% ] 0% 26 96%
Between 1-3 Months 0 0% 1 4% 0 0% 1 4%
Between 3-6 Months. 0 % 0 0% a 0% a 0%
More than 6 Months 0 0% 0 0% 0 0% 4] 0%
Total 0 0 27 100% 0 0 27 100%

P shall be calculated on total of column




