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Another year is about to pass, one that was filled with

varying experiences for all of us- some challenging, others positive, exciting and
successful.

This was our experience at NHF as well. It was a year when NHF won the Prime Minister’s
Trophy for the Best Customer Service Entity in the Public Sector Customer Service
Competition. The Fund also had to review the JADEP Programme in order to overcome the
challenges faced with the delivery of this service to our clients.

In the New Year NHF will continue to implement strategies that will ensure excellence in customer
care.

NHF values the partnership with Providers that has brought increased access to healthcare for the people of
Jamaica and looks forward to continued good relations in 2016 and beyond.

On behalf of the Board, Management and Staff of the NHF, | wish you all a happy, healthy and blessed Chnstmas and a
prosperous 2016. :
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We take this opportunity to express our gratitude to all
Providers who voted for the NHF during the Public Sector

Customer Service Competition. “The purpose of a business is to create

and keep a customer” — Peter Drucker

Service delivery is integral to any successful business and we At the NHF we place significant
thank you for placing your votes, which enabled us to win the emphasis on enhancing our
Prime Minister’s Trophy for “Best Customer Service Entity" in service de|ivery as we recognise
the ‘multiple locations’ category. that customer service is
indispensable for good business
and requires interpersonal communication abilities and
professionalism. We are therefore happy to partner with
you in serving our beneficiaries. With this in mind the NHF
would like to share some customer service gems that have
served us well over the years.

Set the Care” Tone
Remember that the first five to ten seconds of your interaction
with a customer will set the tone for the kind of relationship
you will have with your customer. It is important to have a
comfortable, friendly greeting, but one that also sounds
genuine and unique to that customer.
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From the beginning of your interaction prove, that you are a
good listener. This shows the customer that you care about
their situation. Doing so helps you to identify their needs as
well as build trust in your relationship.

The NHF also won the Jamaica Customer Service

Association (JaCSA) Trophy for being “The Most Responsive _ _ z)j_@ ea/uawf .
Entity” and were first runner up in the category “Most Continue to ask open-ended questions, that is,- questions
Innovative/Creative Entity”. that take more than a “yes” or “no” answer. This, too, shows

that you care about them and their needs. Remember to read
between the lines, be curious about their non-verbal
communication and employ your observation skills. These
techniques will facilitate client-centered care.




Make it P
Try to use the custom
several times throughout y
interaction. This does so much
for your working relationship
= with our beneficiaries and it is
so easy to do!

A ame
UNLESS someone like you
cares a whole awful lot,

nothing is going to get better.
It’s not.

Express Crratituds.

Always thank the customers for
letting you care for them.
Remember that every customer
has a choice when it comes to
their health care providers-and
they have chosen you. Even a
simple, kind gesture-like saying thank you-can leave a
lasting impression.

Please contact us with any concerns or queries; we are here to serve you!

‘rAuditing of Records

An audit can be defined
as an official examination
and verification of records
or accounts. The mere
mention of the word
"audit" invokes
uneasiness among
business owners, but with
billions of dollars
expended annually on healthcare, it is incumbent on NHF in
its capacity to ensure that proper controls are in place for
efficiency and transparency. Therefore as a government
entity and an ISO certified organisation, routine operational
audits are essential activities in our business processes.

Importance of an Audit

Auditing of records has proven its worth over the years and
should be considered an important process for both the
auditor and auditee. In reviewing pharmacy programs, an
audit ensures that procedures and reimbursement
mechanisms are consistent with contractual and regulatory
requirements. The process is extremely beneficial to the
Pharmacist/Pharmacy owner as it also seeks to:

» Assess a pharmacy's level of compliance with operating
procedures as stipulated by regulatory or contractual
obligations

» Strengthen and reinforce internal controls within your
business

* Improve the pharmacy’s efficiency and profitability.
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* Aid in identifying administrative weaknesses ingiyour
pharmacy which require remedial action. {

Our auditing process is not intended to, or designed to disrupt
your business activities but to facilitate our verification of paid
claim transactions, in a cordial and respectful manner. While
a letter notifying a Pharmacy owner of a pending audit may
not be the most welcomed news, an audit should always be
seen as a valuable management tool as it is an essential
business process that results in recommendations for
improvement.

, Maintenance of Records

As a reminder, the Provider
shall maintain records of all
Designated Benefits
provided to Beneficiaries in
accordance with existing
Pharmacy legislation and
the NHF’s audit
requirements and shall be
subject to periodic audits
by the NHF to ensure compliance with the provisions of the
NHF Provider Agreement and the law.

The importance of keeping accurate records cannot be

overemphasized as it is fundamental to the efficient

management of your business. NHF’s requirements for

maintenance of records are as follows:

* Ensure that the records are accurately filed, easily
retrievable, identifiable and legible

» The original prescriptions/official copy prescriptions along
with the signed drug bills should be made available for
NHF’s inspection.
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Piease send all your questiols and co nts about the Provider

Focus to providerrelations@nhf.org.jm .

If there are any topics you would like to see addressed in the Provider
Focus please send us an email, or leave a comment in our
Query/feedback tool available on our website at www.nhf.org.jm .




