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The Global Insider
Greetings from the CFO

Irena Žáčková

Chief Financial Officer
Euro-Center Holding

Well into the year, it is looking good for 2018. As usual, a lot is happening on many fronts and I am continuously amazed about how my colleagues manage
to include more into their daily work. However, our
output clearly proves that this is the case.

This year the EC commercial department, with support from our local Euro-Center further successfully
set up Corporate Assistance Services to compliment

In our core work; emergency medical assistance, we
saw a significant increase in business in 2017. And so
far 2018 is looking to keep up with last year. Thus, in
2017 we added 24 new customers to our client list,
which resulted in an 18% case handling increase. This
again has kept my - and the local Euro-Center accounts teams busy. With 100 million EURs in claims
payments – a 30 million EUR increase from the previous year, the Euro-Centers executed 45 000 payments in 55 currencies across the globe.

Vincenzo Canciello

Account and Business Development Manager

our emergency medical assistance services. These
include security services, remote onsite medical assistance services and occupational health services.
The services are offered through key partnerships
worldwide, but with a centralised solution at Euro-Center. Clearly we are onto something right, as we
have already been successful is securing several new
contracts with these services. Interestingly, we are
also seen as attractive for security and remote onsite medical personnel assistance providers in that we
have supported them with emergency medical assistance in their client tenders.
Summer has commenced and soccer fever is soon engulfing Europe. We are too international to dare to support any specific team, but may your favourite win!

Euro-Center website – revamped
Euro-Center Holding

Euro-center is pleased to introduce our re-designed and upgraded corporate website (www.euro-center.com), which launched in February.
Website

Its new look-and-feel reaches our goal of developing a user-friendly digital platform with smooth site navigation and clear communication. Users are able to locate desired information with much increased ease and precision.
Further additions include the option to submit claims online for the customers who
require this and illustrative case studies.

Video
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Euro-Center Moscow

Sergey Nickolitchev
Key account manager

Preparations for the FIFA World Cup
Euro-Center Moscow

Preparations for the FIFA World Cup 2018 became
more visible around eight months ago, with changes
becoming more and more evident as the event date
got closer. Many Muscovites were surprised when
public transport announcements and road signs
changed from long-familiar Russian-only to bilingual.
Whereas two or three years ago only 20% of restaurants - mostly upmarket - had English menus, nowadays almost all downtown cafes, restaurants and food
centers not only have a foreign-language menus, but
also waitresses who speak English (albeit at an intermediate level).
Of course, it’s not only the Moscow municipal services
that are preparing for FIFA 2018. Similar processes
have been underway in other cities involved in hosting the football event. As June 14th draws close, Euro-Center Moscow’s network team has visited all key
locations to evaluate the levels of medical care, safety
and ecology first-hand. This included all ten towns

Saint-Petersburg and Kaliningrad, which are both
popular tourist destinations all year round.

FIFA World cup – The Mascot

where matches are being held (except for Moscow,
where our office is located).
Our impression is that Kazan and Sochi, already experienced cities in terms of hosting sport events, have
not forgotten their expertise in service and hospitality
and are as welcoming as ever. The same is true for

In terms of medical care level - a key evaluation priority for the Euro-Center Moscow network team, we
have noticed considerable growth over the last three
to four years. Commercial facilities are tidy and capable of assisting with medical problems of simple
to medium complexity, whereas big state hospitals
(most of them “reinforced” with English-speaking
volunteers) are the No. 1 destinations for complex
injuries and ICU medical cases. Private hospitals are
available in big cities like Kazan, Saint Petersburg
and Moscow, but in less-populated locations, the
best available level of medical care can be found in
municipal/state hospitals. Security is also at a good
level, with police, volunteers and public services acting in coordination with each other. This is backed not
only by officials’ verbal declarations but also by real
experience gained from recent FIFA Confederate Cup
in June 2017, hosted by Russia.

Medical care in disputed territories in Eastern Europe
Eastern Europe and Transcaucasia are now, probably more than any other region in the world, filled with unrecognised
states and disputed territories. These include Crimea, Transnistria, Abkhazia, the Donetsk area and Nagorno-Karabakh.
Political turmoil in these regions has had a significant impact on the level of medical care available to the inhabitants and
visitors. Although tourism has diminished to practically zero, we do see some travel into these areas. These are journalists, state officials, people with family ties and perhaps a small number of tourists, who may be hungry for exotic places
to visit. Below is an overview of these impacts and the current situation in each area.

Abkhazia

Whereas Georgia is developing rapidly, a separatist
region of Abkhazia is stuck in 90s politics and local
clan domination. Although still a popular destination
for tourists from Russia and neighbouring countries,
Abkhazia offers a shockingly low level of medical
care, with a severe shortage of medical supplies and
only one hospital in Sukhum, which “serves” the entire area. Euro-Center Moscow has available a small
network of private doctors, able to handle minor to
mid-level medical issues, but for complicated cases
it is necessary for the patient to be transported to
Sochi, Russia, the nearest location with high level of
medical care.

Crimea

After a disputed shift of Crimea to Russia from Ukraine,
the Russian government has been investing in the
region, incorporating both private and governmental
funds to develop the health infrastructure on the peninsula. Medical care has been raised to the level of the
average Russian province, although there is still much
to achieve. Euro-Center Moscow has a developed network, encompassing both private and municipal clinics,
able to handle most of the medical conditions.

been brought to small private cabinets with no efficient
diagnostic. Whereas no commercial medicine is available, the best option that Euro-Center Moscow can offer is
a transfer either to Russia or Ukraine for treatment.

Nagorno-Karabach
Republican Hospital of Sukhum (Abkhazia)

Donetsk & Lugansk

The most active warfare zone in Eastern Europe no
longer has any structured healthcare system and hospitals manage to survive only with the help of humanitarian supplies. Most of the medical help has been re-shaped
to service the needs of emergency medicine for civil and
military casualties. Private healthcare, once active, has

Sevastopol First City Hospital (Crimea)

Despite some positive changes, such as the construction of a new, decently equipped hospital in Stepanakert town, the long-term conflict over the region
between Armenia and Azerbaijan has drastically affected the development of the local medical system.
It is still recommended that facilities in Baku (Azerbaijan) are utilised, as Euro-Center Moscow has a good
network of local facilities there.

Transnistria

The self-proclaimed Transnistria Republic is one of
the regions where shooting has ceased long ago, but
the infrastructure is still at a low level. Tiraspol, the
area’s capital, has several state hospitals, partially
financed from Chishinau and partially from the municipal budget. Both sources are poor, and therefore so is
the level of medical care. Medical care is mostly free of
charge, but for major medical issues it is necessary for
patients to be transported to Chishinau or Ukraine.
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Physicians’ Multi-Site
Practice in China

Song Lu Yan

Office manager

Euro-Center Beijing

ed physicians were employed by these large-scale
public hospitals and strict rules were in place to prevent them from practicing at any other facility. Now
that qualified doctors are allowed (and encouraged)
to leave hospitals for grassroots primary care practices, better primary care will be available at outpatient clinics and the overall quality and efficiency of
healthcare will be improved. Private hospitals will
also have better access to high quality physicians
and insurance and assistance companies will be able
to develop relationships directly with physicians and
build up a specialist network. In addition, we hope
that growing competition among doctors will decrease prices and further improve the quality of care.

Following the Chinese Health Reform that commenced in 2014, the Chinese government has reshaped state health to include “health promotion”
as a significant addition to the conventionally medicine-focused policy approach.
To accomplish this necessary transition, the government calls for further reform of the healthcare
sector, including medical education, the promotion
of a healthy lifestyle, licencing regulations and more.

Surgeons China

Multi-site Practice Reform is the first step towards
a freelance model for primary care and will help
to meet the growing need for medical treatment
in rural areas. New regulation defines “multi-site
practice” as a physician providing medical services
in two or more medical institutions within their practising period. This effectively removes the previous
limitation on the number and geographic locations
of sites at which a physician is permitted to practise.
Formerly, it was no more than three sites, all within
one province.

There are more and more private medical groups
opening that work with both public and private facilities. Interesting evidence from this reform in the city
of Kunming shows that physician multi-site practice
has increased facility revenue, as well as patient visits to lower-tier hospitals.

Public hospitals traditionally dominated the Chinese
healthcare sector. The most experienced and talent-

Of course, there is the danger that the new approach
will increase commercialisation, where doctors will
run after the higher revenues, but for now, we are
pleased that the restrictions have been lifted.

Dr. Smile China

Annive rsary

Hanne Stender General Manager

Euro-Center Mallorca

Congratulations to Hanne Stender,
who had her 25th work anniversary in May this year.
Thank you for your continuous professional, energetic
and cheerful contribution to our company!

Management News
Vladimir Alidis

Group Head of Assistance
Euro-Center Prague

Following a successful implementation of the Asia
Region and multiple strong initiatives of the business development side in Asia, Vladimir is now moving on in the organisation and will head Euro-Center
Prague. His role there is expanded to also be Group
Head of Assistance. In this function Vladimir will
take the lead of unifying the assistance services
provided by Prague, Madrid and Bangkok, leading
us to an even more unified way of delivering 24/7
assistance globally.

Roland Hohmann

Regional General Manager Asia
Euro-Center Bangkok

We welcome Roland Hohmann as the new Regional
GM Asia. Roland was born and raised in Essen, Germany. He holds a Master in International Management
from the University of the West of England in Bristol
as well as an MBA received in Bangkok. In 2012 Roland became Marketing Manager for an international
school in Bangkok before he was made responsible
for developing the expatriate market business for
Bumrungrad International Hospital in 2014. Roland is
joining Euro-Center to run our Asia operation and to
continue business development in the Asia region. An
is an enthusiastic diver and has volunteered for the
Subaquatic Safety Service (SSS) to keep divers safe
and assist in dive medical questions.

Maria Coul

General Manager
Euro-Center Larnaca (Cyprus)

We welcome our new General Manager at Euro-Center Cyprus. Maria Coul of English and Cypriot heritage relocated to Cyprus in 2005 after many
years at Symbian Software Ltd in the UK. Maria has
benefited from living and working in many parts of
the world; USA, Japan, Sweden as well as the UK,
where she grew up. In Cyprus, Maria moved into the
FinTech sector of online payment processing. Maria has, throughout her career built successful, fun
teams. An avid cyclist, Maria enjoys travelling and
meeting new people.
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Mads Fischer
CEO

Euro-Center Holding
27 years ago one of the very first Euro-Centers was opened by a young
Swedish lady in Larnaca, Cyprus. On
paper, Gudrun Nylen was the perfect
match for the profile for a Euro-Center
General Manager, in those days predominantly servicing Scandinavian holiday makers in the region. Gudrun was
Swedish of origin, used to work for one
of the large tour operators and having a
local family in Cyprus. Hence, the combination of local knowledge and Scandinavian roots was exactly what the
shareholders were looking for.
Fortunately, the match was not only
on paper. Gudrun showed to be a role
model for what Euro-Center is all about,
and she has definitely helped define the
very DNA of the organisation we all try
to live up to in our daily work.

4

Farewell to Gudrun Nylén
For 27 years, and without ever losing
momentum, Gudrun has developed and
nurtured our network in EC Cyprus’
region and helped assist hundreds of
thousands of travellers. She has developed a network that is unmatched in
the industry, where good care of the
providers, but also tough negotiations
have brought good results to all our clients over the years.
At the same time, Gudrun has developed and maintained very qualified and
motivated staff who under her management have helped to deliver the vision
of Euro-Center every day: Local Assistance – Worldwide.
Personally I have had the pleasure to
work with Gudrun over the last 7 years
and I have always admired her profound
knowledge of her Region and uttermost

dedication to her work. In fact, it seems
more of a lifestyle and conviction of doing something right than actually work,
which can only be an inspiration for all
of us.
However, after 27 very strong years the
time has come where Gudrun is going
to enjoy her well-deserved pension. It
is therefore with sadness that we say
goodbye to Gudrun on the 8th of June
for she will be dearly missed in our daily
work. At the same time, please join me
in wishing Gudrun all the best and we
hope you will stay in touch with us from
time to time.

Dear Gudrun –thank you so much
for everything and looking forward to see you when your busy
new life will allow you to visit us.
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A selection of site inspections from Q1 2018
Hanne Smit

General Manager
Where: Ouagadougou, Burkina Faso
Why: Significant increase of corporate
policy holders, as Burkina Faso is
experiencing a post-war upturn. Medical
facilities needed to be re-evaluated.

Where: Abidjan, Ivory Coast
Why: Medical facilities needed to be
re-evaluated. Ivory Coast is
experiencing some economic
development.

E u r o - C e n t e r C a p e Tow n
Network development: Two new
public hospitals are better equipped
and medically capable compared to
what we are used to see. A number
of providers got blacklisted. New
providers added.

Challenges: Finding a sufficiently
equipped ER unit with ICU, ambulance
services, AA and helicopter services,
capabilities in rural areas. Road
infrastructure. Security remains
a major issue.

Network development: Agreement
entered into with a brand new
high-end private hospital. Considered
to be one of the best in the West
African region. ECCT’s AA and
helicopter provider in Abidjan is

opening a branch in Ouagadougou,
which solves a major issue. A number
of providers got avoided and
blacklisted.
Challenges: Heavy traffic.

Public hospital behind
the market stall

Polyclinique Farah

Aline Estrella
Office Manager
Where: Havana, Cuba
Why: Tourism to Cuba has increased
considerably. We went to strengthen
of our commercial relationships and
improve our financial flows in case
handling.
Network development: Cuba only
allows the government agency Asistur

Euro - Center São Paulo
to be the link between international
insurances and local providers.
Communication issues were resolved,
and we inspected Clinica Central Cira
Garcia; the flagship hospital of the
Cuban healthcare system.
Challenges: Credit cards are not
commonly accepted due to lack
of connectivity. Patients without

insurance have to pay cash in the local
currency, which is complex. Both Asistur
and their clinics have limited and restrictive
internet connections, phones rarely
reachable and we have to rely on email
communication. Some emails are blocked
by the government, and lack of staff
limits the response rate. We therefore
recommend that all communications are
conducted via EC São Paulo.

Jan Miklos

Operations Manager
Where: Jakarta, Indonesia
Why: New and increasing client
growth in Indonesia and Jakarta: 50 %
increase in case volume 2017 vs 2016,
around 1,600 cases yearly. This require

Where: Bali, Indonesia
Why: Direct billing by flashing card did
not function smoothly recently, and
providers requested training.

E u r o - C e n t e r B a n g ko k
hospital visits to improve collaboration
and optimised cashless services.
Network development: Now added
and secured Direct billing contracts
with a total currently at 14 hospitals

Network development: Re-implemented
smooth direct billing access with 10
providers in Bali including the Ubud
area, as well as adding a new provider
clinic in Nusa Lembonagn.

Clinica Central Cira Garcia

Motorbike for medical
personnel ahead of
ambulance services

and 7 clinics. Agreement for 32 hospitals
within one of Indonesia’s biggest hospital
groups are underway.
Challenges: Heavy traffic and English
language skills issues at hospitals and clinics.

Challenges: Specialists can be difficult
to find in the area, but we know what is
available.
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