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The Global Insider
We – our people

Mads Fischer

CEO, Euro-Center Holding

The year is coming to an end, and
I am pleased to look back on another one with growth for EC.
And why is that? I firmly believe
that our collective EC staff are
the reason why we carry Euro-Center into 2020, in a position of strength. Euro-Center is
a people business. This was yet
again emphasised for me at our
recent manager conference held
in Carlsbad, Czech Republic. A
motivated group of Euro-Center
general managers, KAMs and
EC Holding management spent
a week discussing strategy, the
future of EC, operational matters
and HR. HR was the overriding
topic this year: Employee retention is essential.

Last month also saw the finalisation of the important Uniform
Assistance Project, which has
run for three years. Our 14 offices
must operate as one smooth service chain, both in communication and systems. Together with
the other assistance hub managers, General Manager & Group
Head of Assistance, Vladimir
Alidis, put in place a uniform approach to case management by
all EC assistance hubs, as well as
a uniform process towards the
local Euro-Centers, which store
the knowledge to provide local
assistance. The EC assistance
hubs now all act within the same
SOPs, same QA and training approach, same organisation and
management structure.

Maria Coul – Regional Manager

Eastern Mediterranean & Middle East

In June 2019, Cyprus launched a National
Health Service; GESY. Phase 1 saw the introduction of public outpatient services available
to Cypriots, and EU nationals having registered
their residency in Cyprus.

2019 also saw us kick-start our
new Corporate Assistance Services, and we have attracted some
major players in the market. We
are excited to develop this client

portfolio further in the New Year,
as well as reaching out to more of
our current customers who may
wish to expand on their service
offering towards their clients.

Euro-Center Conference 2019 teambuilding in Carlsbad

Expansion of public health on Cyprus
In June 2020, inpatient services will be available under the new scheme. Private hospitals
are able to register with the Ministry of Health
to offer public services, whilst retaining their
right to serve private / international patients.
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Aline Estrella

Office Manager, Euro-Center São Paulo

Opening Argentina for Euro-Center customers
Argentina – the country famous for tango,
steak, wine and football. But also for years a
difficult country to operate in due to recent
years’ government policies resulting in weakened international relations and discouraging
foreign investment. Policies that resulted in
international transactions being restricted, as
well as the purchase of foreign currency and
with completely unrealistic exchange rates.

sistance company. Most of them simply avoid
working with international assistance companies and prefer local TPAs – working internationally is being seen as a risk or it is simply still
an unknown concept to them.

Along with President Mauricio Macri’s policy of
opening Argentina to the world, Euro-Center
São Paulo (EC SAO) noted a trend, albeit slow,
of reform and willingness to meet with international partners. However, with new elections
expected later this year, and an uncertainty if
the political winds will change after the election, EC SAO decided to seize the moment to
enter Argentina now with a direct billing network strategy in mind for major Argentine cities. This culminated in June with EC SAO staff
in an extensive site-trip visiting providers in
Buenos Aires, Cordoba and Mar del Plata. Areas we identified as the most important places
due to volume of both expats and tourists.

Despite the policy of openness, there remains
challenges in terms of existing national laws,
e.g. no international company is able to sign a
formal contract in the country. And our biggest
challenge was therefore to first win the trust of
our Argentinian providers. We are aware that
all our Argentinian relations must be based on
trust from both sides involving personal contact. As any of our customers, operating in
Latin America, will know: Personal contact is
key to make business with any Latin American
company, and therefore the fact that we took
the time to visit them personally, was indeed
seen as very positive by the providers. Providers acknowledged that Euro-Center may be
international, but we are indeed also a locally grounded company. This gave us a positive
edge towards entering agreements with the
providers.

For many of these providers it was actually
their first meeting with any international as-

Within one week, EC SAO visited 10 providers
in the three areas, and all meetings success-

fully opened up business possibilities for Euro-Center. As a result, after that intensive week
we were able to conclude three new direct
contracts immediately, two in Cordoba, where
we never had a provider, and one in Buenos
Aires. Along with that, we are in negotiations
with six providers, and it is the aim that we
start commercial relationships within the next
couple of months.
The biggest challenge in moving swiftly forward is the analysis of legal documentation.
This always takes its own good time to conclude, but we manage this by keeping a close
and personal contact with our partner contact
at each provider.
As Euro-Center has been one of the first international assistance companies to enter the
Argentine healthcare market, the most important achievement from this site inspection is
not only the actual agreements and an ability
to offer cashless service without a TPA, but we
are now a well-known brand among Argentina’s leading hospitals. With these new references in hand, it will also enable us in our next
step: To further expand our network in Argentina for the benefit of our customers.

Aline Estrella on site inspection
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Irena Žáčková

CFO, Euro-Center Holding

Credit risk assessment of customers – why Euro-Center needs it
The volume of Euro-Center’s clients has grown continuously since 2013.
This is obviously very positive, and shows the increasing awareness of
the Euro-Center brand in the medical assistance business markets.
But, the increasing business volume does not only bring higher case
volume and income. They also bring significantly higher financial risks.
Why is that?
Euro-Center has been developing its network for over 30 years. Our
business model builds on the solid and reliable image and principles of
Euro-Center, which is highly acknowledged worldwide among providers, may it be hospitals, doctors or ambulance companies.
This is not at least due to our 100% payment reliability and morale.
A swift turnaround time and reputation is the cornerstone in achieving
the many special prices and discounts that we enjoy with providers.
This approach results in excellent cost containment, which is a significant part of our service. Our customers very much value our scrutiny
and proficient management of medical claim costs.

In 2018 Euro-Center paid EUR 120 million in claims costs on behalf of
our customers, in 45 000 payment batches in 53 currencies worldwide.
Such extensive cash transactions do not happen without specialised
behind-the-scene cash management: The finance team at Euro-Center
Holding has to cover the payment gap that extends between the time
when the local Euro-Center has made a provider payment until the
customer refunds this claims expenses. Therefore, despite all efforts
of our finance team, we cannot avoid having an open financial positon
towards our customers. The standard monthly exposure oscillates permanently between EUR 8-10 million.
With the increasing numbers of customers from various territories and
with different business background (insurance, assistance and corporate) the financial risk of bad debts is something we are very aware of.
To mitigate this exposure, Euro-Center Holding has implemented a new
risk management process focused on assessing the creditworthiness
of customers, which should help guarantee receivables. We therefore
now have a contract with an international credit risk company, which
shall support our finance team in two ways:
Firstly, check the creditworthiness and credit limit of customers. This
credit limit represents the willingness of the insurance company to insure the debts of this customer. This information can help us in the assessment of new customers, for the negotiation of the payment terms
and deposits. We can also get an indication about the development
of our current customers, if there are signals about the worsening of
their financial position. Secondly, if Euro-Center experiences recurrent
problems with receivables, the company can support us in reporting
this debt to an international credit insurance company in Belgium.
Euro-Center is fortunate to largely have clients who pay on time. We
aim to achieve the maximum benefits (the lowest possible claims
costs) for our customers, and this is only possible if our clients support
the process. Any client that does not pay on time therefore has the potential to affect our image. We therefore feel confident that our clients
are positive about our new approach.

ECH Finance Team: Irena Žáčková, Adéla Kocíková,
Michaela Kohoutová., Hana Svobodová, Michaela Zelenková,
Natalja Borisovna Gališinová Ivanova, Denisa Štorkánová, Petra Štefaniková.

Vladislav Skop

Commercial Manager – Euro-Center Holding

A year ago, Euro-Center launched its
corporate assistance services, which
includes security services, remote
onsite medical assistance services
and occupational health services.
We are pleased that the market
has received this so positively. Eu-

No business can be completely risk-free, but if there are tools to mitigate some of the risks, we should use them. The intention of this tool
is not to offend our respected and reliable partners, but to enable Euro-Center's commercial and finance teams to better manage the financial risk related to the assistance business.

Corporate Assistance Services taking off

ro-Center is now being actively
pursued for these services from insurances, as well as from corporate
companies, via our new partners.
We have extended our services for
several current clients in Europe,
and tenders are pending in Asia,
the Middle East and Africa. Eu-

ro-Center Madrid and Euro-Center
Bangkok are now also the first point
of call for security assistance calls,
connecting to our security partner.
If you would like to hear more
about these services, please email
commercial@euro-center.com
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Anahi Kent

Senior Assistance Coordinator, Euro-Center Cape Town

Mountaineering and most common illnesses
Hiking has become the biggest fitness trend of 2019, according to the
Worth Global Sytle Network’s prediction of last year. The WGSN is an
U.K. company that analyses retail data and consumer brand perceptions to gauge what is trending with consumers.
Euro-Center Cape Town has noticed a big increase in the number of tourists attempting to climb Africa’s highest peak, Kilimanjaro Mountains.
When ascending to higher altitudes, one may get altitude sickness or
acute mountain sickness. The symptoms of AMS are breathlessness,
headaches, nausea, vomiting and dizziness. Other symptoms that one
may have are also euphoria and light-headedness. Most climbers will
experience some forms of mild altitude sickness when climbing Kilimanjaro. Other possible illness climbers may face when hiking up Kilimanjaro
is hypothermia. At night, the temperatures on Mount Kilimanjaro often
drop below zero degrees Celsius, becoming icy and extremely windy.

Network
Euro-Center Cape Town has a provider that is able to evacuate policyholders out of Mount Kilimanjaro. However, helicopters are not allowed
to land near the summit. It is most likely that a policyholder will need
to be carried down on a rescue stretcher to meet the medical crew at
designated helipads at lower altitudes. An evacuation mission can cost
up to $ 7,000, depending on where the policyholder is located and
distance to the foot of the mountain. Upon activation, if a helicopter
is available and if there is enough day light to make the flight it can be
airborne within 30 minutes.
The closest medical facility available is a high-altitude clinic based at
the same building of the public hospital St Joseph’s Hospital, but not
affiliated to them, located right on the foot of the mountain. They have
an x-ray machine, a few beds for inpatient treatment and can provide
basic consultation, monitoring and medication as well as oxygen support. Their doctors have experience with high-altitude sickness, as it is
what they most see in their clinic. The symptoms often manifest 6 to 10
hours after ascent and generally subside in 24 to 48 hours.
There is also a much bigger hospital, with 630 beds, also located at the
foot of Mount Kilimanjaro. The hospital has an equipped ICU department
and is the recommended facility to receive severe cases, when stabilization is needed prior to an evacuation out of Tanzania. A flight to Kenya
is about an hour away and a flight to South Africa is about 4 hours away,
these two being most likely the countries to evacuate policyholders to,
depending on the diagnosis and possible treatment needed.

Fish River Canyon in Namibia
Another destination in Africa where our office has seen an increase of
medical assistance cases this past year, is the Fish River Canyon in Namibia. The Fish River Canyon is the second largest canyon in the world,
after the Grand Canyon in the US. The Fish River Hiking Trail is one of
the most famous hikes in Southern Africa. The 86 km hike through the
canyon takes 5 days.
The most common illnesses and injuries hikers experience are heat
strokes, twisted ankles and sore joints, which may result in an abrupt
evacuation out of the canyon.
Euro-Center Cape Town has an agreement with one of the main evacuation companies in Namibia, able to search and rescue policyholders
and evacuate them out of the canyon. There is hardly any phone signal
at the canyon, so a satellite number to communicate with policyholders
is crucial to make sure GPS coordinates are available. An evacuation
out of the canyon can be very costly, reaching up to $ 12,000. Depending on the location of the policyholder, the evacuation can be done via
either a helicopter or a small aircraft. The flight from Windhoek to the
Fish River Canyon takes approximately 2 to 3 hours. Policyholders are
evacuated to Windhoek to one of our preferred hospitals in the capital.
KILIMANJARO close to the summit, 7 hours from High Camp
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Tanja Wijnen Network Manager,
Euro-Center Holding

Arabic - essential at EC Sydney

Euro-Center Sydney services several Middle Eastern clients and their expatriate policyholders. This could not be done successfully without our Arabic speaking colleagues.
We interviewed Dr Banan Albardawil and Mr Shokri Kyoumji about their experiences.
What attracted you to Euro-Center Sydney?
Dr Banan: The opportunity to work in the healthcare
field within a multinational team that deals with international clients.
Shokri Kyoumji: Before joining, I was unsure about the
actual meaning of “Local Assistance – Worldwide”. I
was impressed to find a multi-language work environment like this in Sydney, considering that Australia is an
Anglophone country. After joining, I am still impressed
by the multi-tasking and languages in the office.
What is your background?
Dr Banan: I was born and raised in Syria. I have a degree in internal Medicine, and worked in public and
private hospitals in Syria for six years.
Shokri Kyoumji: I am also Syrian. I used to work as a financial representative in a bank in Canada and prior to
that as a sales manager in an UAE oil company. I have a
bachelor degree in business administration, as well as
in law. And a master’s degree in business administration. I speak English, French and Arabic.
What do you do at EC?
Dr Banan: I am the Medical Advisor and handle medical audits. I assist the Arabic clients in accessing the
healthcare services in Australia and New Zealand, in a
professional and a smooth way. As part of the Arabic
team, I maintain good relationship with our contact
persons at the embassies and the consulates. I am also
busy with network management.
Shokri Kyoumji: I am a Claims Consultant, primarily
for our Middle Eastern client groups with policyholders
located in our region.
How much do you use your Arabic skills?
Shokri: A lot. Speaking Arabic makes it easy to liaise
with our policyholders as well as clients and understand
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their requests. I used to live in the Kingdom of Saudi
Arabia and the United Arab Emirates. The Syrian Arabic
dialect is easily understood. It simplifies conversation.
Dr Banan: I agree. Arabic policyholders prefer to discuss their claims in Arabic. I also help translating Arabic medical reports for some other Euro-Centers.
Does your cross-cultural understanding of
Australia and the Arabic world help in case
handling?
Shokri Kyoumji: Yes, definitely. It enables me to understand their background and helps me choose the
right words when saluting them over the phone. Also, I
have the understanding of how to address them in person, e.g. at formal national events from Middle Eastern
countries often held in Canberra and Sydney. Finally,
I am fully aware of their preferences when booking
medical appointments. Most Saudi men will not accept
a female doctor to conduct a consultation and they will
always prefer a female doctor for their wives.
Dr Banan: Definitely, it helps. To the extent where our
Arabic clients, who speak good English prefer to deal
with the Arabic team. It makes a huge difference to
them to discuss their health concerns with someone
who can relate to their culture.
Is there something you do different when communicating with, or supporting Arabic policyholders?
Dr Banan: Yes, there is. Most of the time, I have to explain to the Arabic clients how the Australian healthcare
system works, and guide them through. I have worked
on plenty of cases where the policyholders would contact me from the healthcare facility and ask me to do
some translating for them over the phone and to explain
their point of view to the admin / nurse / doctor there.
Shokri Kyoumji: I choose my words in a different way
in case communication with Arabic policyholders.

What is the most memorable case you
have had at EC?
Shokri Kyoumji: It was a dental implanting
case, which was an interesting challenge. The
policyholder was rejected by his insurance,
but got an approval for the treatment by his
employer. The treatment took long to get finalized, and following up on all relevant invoices
was an interesting task. Of course, I had to
make sure that all invoices paid by EC were in
line with the obtained approval. The insurance
company was confused and after a couple of
exchanged emails, I decided to call the insurance company and explain the situation in
Arabic - and get the situation clarified finally.
Dr Banan: I worked on plenty of cases like
that. But, my most memorable one has to be
a policyholder who was admitted to hospital
with a serious adverse drug reaction. As the
cause of the symptoms was not clear upon
admission, I needed to obtain information
from all involved parties; the patient, the
hospital and the pharmacy. I made sure to
maintain the privacy and confidentiality of
the patient at all times. I worked on providing the proper and objective support to the
patient through this hard time. The patient
was transferred from one hospital to another
and I was involved in arranging the payment
and obtaining the approvals throughout. My
colleagues and I were happy to learn that she
was eventually discharged from the hospital,
feeling much better. She contacted me later
to express her gratitude to us for providing
valuable support during a difficult time.

Shokri Kyoumji (5th from left). Dr Banan Albardawil (3rd from right)
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Team event and community support

Personal Assistant, Euro-Center Holding

Euro-Center Holding, Euro-Center Prague and ERV Czech Republic held its annual teambuilding weekend in October. It has
been a tradition for the last 20 years, and as the companies have
increased and joined our office building, the group has become
bigger and merrier.
In addition to team building, we always do something good for
the community in the location where we are staying. This year we
managed to join the great event of Forests CZ called “We plant
new generation forests – a day for forest regeneration” on 19th
October 2019. Forests CZ is the state authority maintaining all
forests in the Czech Republic.
Forests CZ was joined by 31 000 volunteers across 14 locations in
the Czech Republic, and result in the planting of hundreds of thousands of trees. We are proud to have planted hundreds of them.

Hanne Smit

General Manager, Euro-Center Cape Town

Euro-Center Cape Town has moved

In August, Euro-Center Cape Town
moved to a new location in Cape Town.
The office block that had housed us for
25 years is to be converted into hotel
apartments, and we therefore did not
have an option of staying.
We have been lucky to find premises in
the central city and have only moved a
few 100 meters from
our previous office.
Our new office is in
a heritage building in downtown
Cape Town with a bright and open
feel overlooking the treetops above
a pedestrian street and with views
of Table Mountain.
Our new location provides space
that is more functional with the opportunity for expansion for future
business opportunities.
The move went smoothly with the whole team actively participating.
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