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Healthp/\etrics

INTRODUCTION

The objective of these Working Guidelines is to provide a clear description of the workflow
between panel hospitals and HealthMetrics, as well as guidance on the usage of the portal
for HMS Panel Hospitals. Both parties are expected to observe and comply with these
guidelines to ensure maximum efficiency and mutual success.

We encourage you to take the time to familiarise yourself with the Guidelines, which should
serve as a reference for your daily operations.

HealthMetrics reserves the right to amend, update, or revise these guidelines occasionally,
and any such changes will be communicated to the panel hospitals accordingly. Lastly, we

welcome and appreciate any feedback from your esteemed establishment regarding these
Guidelines.
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HEALTHMETRICS WEBSITE

First, visit our website: www.healthmetrics.com and click on [Login] in the top right corner.

Across Asia Assist Indonesia is now Heal I e Read the Press Release
Healthﬁ/\gtrics Platform Solutions Customers Company Partners Pricing Login

healthcare s
access for all ==

Digital TPA built for tomorrow’s health ecosystem with a regional

Southeast Asia healthcare network.
& Total app user
730
Talk to us toda

® Watch video

MMMMMMMMM

Optimizing ®
- ®



http://www.healthmetrics.com/
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PANEL CODE & LOGIN DETAILS

A panel code, along with login details as per the below, will be provided to the panel
hospital/specialist:

l.  Website: www.healthmetrics.com

II.  Panel code: SXXXXXX

IIl.  Username: email address or assigned username
V. Default password: 2025HMs01!

Please note that:

|.  The provided code is exclusive to the appointed Hospital and shall not be used to
represent other branches or affiliated Hospitals

II.  The user will be required to reset his/her password during the first login.


http://www.healthmetrics.com/
http://www.healthmetrics.com/
http://www.healthmetrics.com/
http://www.healthmetrics.com/
http://www.healthmetrics.com/
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VERIFICATION OF MEMBER

Hospitals should perform verification to identify HealthMetrics members. All member verifications MUST be done through the
HealthMetrics portal using either the IC number (for Malaysians) or Passport number (for non-Malaysians). Members may
present a digital member card via the mobile application or, alternatively, an identifier sticker on their ID cards or documents.

Please refer to the sample below for reference. Note: The form of presentation may vary depending on the member.

01/01/2020 - 31/12/2020
Rachel Lee

Abrielle Brown Trading A

Sample 1: IC (Malaysian) & Passport (non-Malaysian) Sample 2: HealthMerics E-Card
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HEALTHMETRICS PORTAL

HealthMetrics has built the portal with the panel hospital in mind. HealthMetrics’
objective is to ease, simplify, and digitize the process of admission for the hospital’s
staff and members. In return, this makes the entire admission process efficient and
reduces manual procedures.

The HealthMetrics Portal is where all the issuance and requests of Guarantee Letters
(Initial & Final), Top-Up, Addition of Doctor(s), Adjustment(s), and other
administrative processes take place. All requests and documentation must be
submitted directly through the HealthMetrics Portal.
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HOMEPAGE

An overview where a user can view services, general, and administration at a glance, without
navigating deep diving into the portal.

Homepage

Homepage

Welcome, HMS Personnel
HOSPITAL ABIL AZIZ

Services

IQD Inpatient (YD) Outpatient specialist & @ Health screening

Post-hospitalisation

General

- Please find the
Transactions «2JO Doctors . .
=o detailed explanation
of the sections on the
Administration Homepage on the
250 Roles 2082 Users [ Audit logs {833 Settings next page

1!



Healthp/\etrics

SECTIONS m EXPLANATION

Services Inpatient For Guarantee Letter application for Hospitalization, Day Care and
Admissions.
Outpatient Specialist For Guarantee Letter application for outpatient specialist visits.
General Transactions To access into Transaction where all the invoices and payment records
are located.
Doctors To access into the doctor listing. Here you can add, update, and remove

doctors’ details.

Administration Roles This is the site to manage the access permissions of users in the system
You can set different types of access permission levels for different users.

Users This is the site to manage users in HealthMetrics portal. Here you can
add, update and remove users and manage user roles.

Audit Logs This is where to view all audit logs. Audit logs means the track record of
actions done by each user in the portal.

Settings This is the site to configure email notifications to be sent to the intended
email addresses on respective admission matters.
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OUTPATIENT DASHBOARD

The outpatient dashboard provides a comprehensive overview of the end-to-end journey of outpatient visits. This includes the
status of initial guarantee letters, claim submissions, outstanding items, GLs pending approval, rejected claims, and pending

claim submissions. Additionally, reply queries and other related requests can also be viewed within this dashboard.

HMS Personnel

# Homepage

& Outpatient specialist &
Post-hospitalisation v

Dashboard

Patients

Guarantee letters

Claims

Forms m

© Mot sreening An explanations of the
8 cenera Outpatient Dashboard
e — menu can be found
on the next page.

@ Help
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OUTPATIENT DASHBOARD
Wo lmeNu |owtawamon

1 Outpatient Specialist This is the main page when logging in to HealthMetrics portal, with the summary of items
Dashboard that need your attention

2 Patients This is where to look up HealthMetrics patient details, print GL, and submit the claim

3 Outpatient Specialist This is where to look up/track claim status, resubmission of, and edit of a claim
Claims

4 Guarantee letters This is where to look up the guarantee letter information, including approved, utilized, and

expired guarantee letters

5 Doctors This is where to create and add doctors

6 Transactions This is where to look up invoices, credit notes, and payment status

7 Reports This is where the reports’ location — check-in report

8 Administration This is where to manage users, logins, audit logs, and settings of the system

9 Forms This is where to print out a blank consent & claim form
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st [ SPECIALIST DASHBOARD

l=n Abil Aziz, 52100 Kuala Lumpur,
Outpatient specialist & Pget-hospitalisation Dashboard 7 h Persekutuan Kuala Lumpur, MY
P;+60 3-7561 £229

Pending Submission \

© New check-in

Pending submission :

BB Late submission (i

PRINCIPAL Anna PRINCIPAL
GL-2506-1ACHIQ10PEY 000000012222 GL-2506-1GLT)SGKN5D
Allergy & fmm Riya Golden Trading Cardiclagy & Angiclagy

10

Pleass submit by &/8/2025 11:50 PM O

Mo patients waiting for you to submit their claim.

GL pending approval 5 Submitted 5 Rejected
& Spedialist
Angeline Sanford PRINCIPAL
028196022 GL-2506-1AZTXDITNVG
Aliya Guzman Trading Alergy & Ir nology|

submitted on 20/6/2025 1:12 PM

Mo guarantee letters to wait for approval. & Specialist Mo rejected claims for your reference.
R . R M Fajri Michael Ramadhan DEPENDAMNT
An eXplanat|on of the SpeC|a|ISt Dashboard 851122142010 6L-2506-RYRZHHLS3U

‘Welcome to Cake Land Sdn Bhd Alergy & ir nology

can be found on the next page.

View claim
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SPECIALIST DASHBOARD
Wo lwews  loeuawaon

1 Guarantee Letter Pending Displays all submitted Guarantee Letter (GL) requests that are currently awaiting
Approval approval from HealthMetrics

2 Pending Submission Displays claims that have been prepared but are pending submission to HealtMetrics

3 Submitted (Claim) Shows all claims that have been submitted, along with their current status such as

pending approval, full approval, rejected and need attention

4 Outstanding Lists all approved claims that are pending payment
5 Rejected Displays claims that have been reviewed and rejected by HealthMetrics
6 Late Submission Shows claims submitted after the allowable submission period, which may be subject

to rejection or special review.

7 Dashboard View Displays an overview of the tab in the Specialist Dashboard
8 Tab View Displays each section. Allowing focused navigation, one tab at a time.
9 New Check In Button used to check in a patient and initiate a new Guarantee Letter (GL) request for

outpatient services.

10 Reply Query To respond to queries raised by HealthMetrics team
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CHECKING IN OF PATIENT/MEMBER

DASHBOARD VIEW

A\ This is a HealthMetrics DEMO website

This section shows the steps to check
E Health.\f‘bgtrics |n a t b 5 h
pa ient/member via the
[Dashboard].

1. Click on [Dashboard] on the menu
toggle

2. Find the [New check-in] button to
check in a new patient.

It will redirect you to the patient
check-in page. Then, you can check in
a new patient as usual.




CHECKING IN OF PATIENT/MEMBER

TAB VIEW

This section shows the steps to check in a patient/member via the [Tab View].

Go to the [Dashboard] menu in the menu toggle.
Click and change to the [Tab View] on the top right.
Click on the [GL Pending Approval] tab

Below you will find the [New check-in] button to check in the new
patient/member.

B w o

It will redirect you to the patient check-in page. Then, you can check in a new
patient as usual.
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HMS5 Personnel

& Outpatient specialist &
Post-hospitalisation >

Dashboard

CHECKING IN OF PATIENT/MEMBER

Dashboard

Outpatient spedialist & Post-hospitalisation Dashboard

u GL pending approval

TAB VIEW

GL pending approval

4
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SEARCH & CHECK IN PATIENT/MEMBER

This section will show you how to search and check in patient/member. Below is the step-by-step to search
and check in.

1. Inthe Patients section, fill in the [IC/ Passport number] and fill in the field section, then click the search

button [&].

Then click on the [Check In] button to check in the patient and request a Guarantee Letter.
In the next prompt page, click the [Apply Guarantee Letter].
Next, choose [Yes/No] to notify if the patient is in the hospital or not.

Proceed with the next step to select the reason for the visit. Select the [Specialist Disciplines] accordingly.

o A WD

Upload by clicking the [+] to upload documents such as a referral letter, appointment card, vaccination
schedule, or prescription lists. Do note: depending on the member company, this section can be
required/compulsory, while in other companies it could be optional for the hospital staff to upload.

7. Lastly, click on the [Submit] button to send a request for the Guarantee Letter.



Patients

Qutpatient specialist / Patients

960307200698

A

Zaddilyn Leon
55 960307-20-9698

Riya Golden Trading - Riya Golden Trading A

2

FRINCIFAL

Select existing guarantee letter(s)

Patient name Zaddilyn Leon

Identification no. 060307209698

Please select one of the guarantee letters below to check in.

Guarantee letter no. Specialist disciplines

No guarantee letter applied

Apply guarantee letter 3

Appointment date

X Close

Apply guarantee letter & check-in

Patient name

Company name

Zaddilyn Leon (960307-20-9608)

Is the patient in the hospital now?

Specialist disciplines *

Riya Golden Trading - Riya Golden Trading A

Cardiology & Angiology

& Upload referral letter/appointment card/vaccination
schedule/prescription list *

SSM.pdf

Cancel B Submit
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GUARANTEE LETTER (GL) REQUEST

This section outlines the process for requesting a Guarantee Letter (GL) for outpatient specialist visits through
HealthMetrics. It includes the types of request scenarios, who can initiate the request, and the expected
processing times.

E) GLRequest Scenarios ( Service Level Agreement (SLA) for GL Approvals
There are two main scenarios for outpatient GL requests: The processing time for GL approvals depends on the party submitting the
1. Pre-approved GL request
* The GLis requested and approved before the patient’s visit. HR Representative Within 24 hours upon full documentation
) ) Hospital / Provider Within 30 minutes to 2 hours upon full
2. Patients Without GL documerntaten
* The patient arrives without a pre-approved GL, and a request needs to be Member (via app) Within 24 hours upon full documentation

initiated at the hospital.

i ? .
28 Who Can Submit a GL Request & Urgent GL Requests

GL requests under the outpatient category can be submitted by any of the following parties

. . s F iring i diate GL approval, please call
depending on our clients’ policy: or any urgent cases requiring immediate pproval, p

HealthMetrics Support directly at:
1. Member (Employee/Patient)

. . . . _ R 016-699 9464
* Members can submit a GL request via the HealthMetrics mobile application.

2.  HRRepresentative
* HR personnel can apply on behalf of the employee/member.

3.  Hospital / Healthcare Provider
* Hospitals may submit a GL request on behalf of the patient/member.

20
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PATIENT(S) WITH PRE-APPROVED GUARANTEE LETTER

# Disclaimer: Pre-Approved Guarantee Letter (GL)

A Pre-Approved GL means the Guarantee Letter was approved in advance,
before the patient's appointment date.

This indicates that:
* The GL is already confirmed and valid as of the appointment day.

* The hospital may proceed with patient registration and treatment based on
the approval.

Always verify the validity period and details stated in the GL.

21
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PRE-APPROVED GUARANTEE LETTER (GL)

This section will show you how to check in a patient/member with pre-approved
GL. Below is the step-by-step to check in with the pre-approved GL.

1. Click on the [Check-in] button

N

Click on the Guarantee Letter with [Guarantee Letter Ready] matching the specialist discipline the patient has a
scheduled appointment with, or wants to seek treatment for

Type in or copy and paste the [Name of the Discipline] into the empty field to confirm check-in.
Click on [Confirm check-in]

Then, click the [Yes] button on the pop-up message box [Are you sure?] to confirm the check-in

o o kWw

You will be redirected to the patient search page again with the patient card on the RIGHT side of the screen,
and print out the guarantee letter by clicking [Print GL].



HMS Personnel

B Healthl\/\gtrics

N ) - Patients
& Outpatient specialist &
Post-hospitalisation > Outpatient specialist / Patients

sh

Patients

PRINCIPAL

Zaddilyn Leon
5 960307-20-9698

Riya Golden Trading - Riya Golden Trading
A

:

Select existing guarantee letter(s)

Patient name Zaddilyn Leon

Identification no. 960307209698

Please select one of the guarantee letters below to check in.

GL-MY-SPE-2507- Allergy & Immunology +—

13VFSMTCST?

2

B2 Apply guarantee letter

X Close

Select existing guarantee letter(s)

Patient name  Zaddilyn Leon
Identification no. 960307209698
Guarantee letter no.  GL-MY-SPE-2507-13VESMTCST2

Specialist disciplines Allergy & Immunology

/

Please type in IR IGITREIEY to confirm you want to select this guarantee letter for check-in.

Allergy & Immunology

4\ Once you check in, this guarantee letter will be tied to this check-in.

4

Are you sure?

Are you sure to check-in with guarantee letter GL-MY-SPE-
2507-13VESMTCST2?

Yes 5
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GUARANTEE LETTER STATUS

m STATUS EXPLANATION
CEICIIERNEEIICEVA GL has been approved. Ready to be printed out.

2 GL is pending approval by the HealthMetrics team.

24
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Patients

Outpatient specialist / Patients

960307-20-9698

Zaddilyn Leon
EE 050307-20-9698

Riya Golden Trading - Riya Golden Trading A

Check-in session 1
Since 17 July, 2025 12:53 FM

GL-MY-SPE-2507-13VMUQ480M3

Call us at +60157391021 regarding guarantee letter's status and coverage.

>

HOSPITAL ABIL AZIZ (Changs)

123 Jalan Abil Aziz, 52100 Kuala Lumpur,
Wilayah Persekutuan Kuala Lumpur, MY

P. +60 3-7661 6229

n Pending claim submission

PRINCIPAL

& Cancel check-in

GL-MY-SPE-2507-13VMUQ430M3

17 July. 2025

Zaddilyn Leon
E 0950307-20-0698

Riya Golden Trading - Riya Golden Trading A

PRINCIPAL

Guarantee letter

GL-MY-SPE-2507-13VMUQ480M3

Allergy & immunology  Add discipline

6 »| B PrintGL

CHECKED-IN

Since 17 July, 2025 12:53 PM

Please submit claim by
18 July, 2025 11:58 FM

@ Cancel check-in
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PATIENT(S) WITHOUT GUARANTEE LETTER (GL)

This section will show you how to request a guarantee letter for a
patient/member without the GL. Below is the step-by-step to request the GL.

1. Firstly, obtain the IC/ PassEort number from the patient, and search the patient on HealthMetrics portal. Select the
patient card and click on the [Check-in] button]

Click on the [+Apply guarantee letter] button to apply for the patient.
Next step of verification: Is the patient in the hospital now? Click on [Yes].
Input the visiting [Specialist disciplines] (mandatory).

ok W

Attach and [+Upload] referral letter/appointment (if applicable). 4 Do note: Uploading documents (e.g. referral
letter, appointment card, vaccination schedule, or prescription list) may be mandatory or optional, depending on the
corporate member's policy.

6. Lastly, click on [Submit].

7. \éou will see a pop-up notification to notify you that the GL will be issued soon. Click on [Yes] to make the message
isappear.

8. Once submitted, the GL will be in the status of [Pending for Approval]. You will be redirected to the patient search
page again with the patient card on the LEFT side of the screen.
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Apply guarantee letter & check-in

B Healthr\/\gtrics

Patient name Zaddilyn Leon (960307-20-9698)
#A Homepag
£ Outpatient specialist & Patients Company name Riya Golden Trading - Riya Golden Trading A
o
Post-hospitalisation > Outpatient specialist / Patients

Is the patient in the hospital now? /' EE‘
Patients 3
960307-20-9698

Zaddilyn Leon PRINCIPAL Specialist disciplines * Select

55 960307-20-9698 4 Allergy & Immunology
Riya Golden Trading - Riya Golden Trading Cardiology & Angiology
A

Endocrinology |

e Oral and Maxillofacial !
1 #) Check-in
npatient

Obstetrics & Gynaecology

Urology

Otorhinolaryngology (ENT - Ear, Nose & Throat)

v
Select existi tee lett
elect existing guarantee letter(s) Specialist disciplines * Allergy & Immunology -
Patient name Zaddilyn Leon . . .
/ & Upload referral letter/appointment card/vaccination
P et &
Identification no. 960307209698 SChedUIE/prescrlptlon IISt \
5
Please select one of the guarantee letters below to check in.
Guarantee letter no. Specialist disciplines Appointment date
No guarantee letter applied
2 HealthMetrics _ A Bet...
6
X Close
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Outpatient specialist Patients

# Homepage
& Outpatient specialist & 960307°20-9698 n
Post-hospitalisation >
: PRINCIPAL
P Zaddilyn Leon
&S 960307-20-9698
% Health screening Riya Golden Trading - Riya Golden Trading
What happens next? .
B General
Current session: Session 2 & Cancel check-in
~ = P i~ VAT T P T EP R T @ Administration Since 17 July, 2025 1:39 PM
GL will be issued as soon as possible. We will call you when it
. : o GL-MY-SPE-2507-13MQGKYS9KA |:| 8
Is ready. For urgent cases, kindly call +60157591021. © Hel
J & J P
Check-in session 1 & Cancel check-in
Need he|p? Call us. Since 17 July, 2025 12:53 PM
J +603-7661 6229 GL-MY-SPE-2507-13VMUQ480M3
B4 suppert@anzen.healthdemo
\4 Call us at +60157591021 regarding guarantee letter's status and
7 coverage.
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GUARANTEE LETTER STATUS

m STATUS EXPLANATION

I8 APPROVED GL has been approved. Ready to be printed out.

) GL is pending to be processed by the HealthMetrics team.

3 EXPIRED GL has expired due to no check-in / no claim submitted m

4 GL is cancelled by the employee/hospital Cancelled
UTILISED The hospital has submitted the claim for this approved GL m

5 EXPIRED GL has been rejected m

7 I n _ GL processed by HR only u

29
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UNABLE TO CHECK IN PATIENTS/MEMBERS

This section will tell you 2 scenarios that can happen when you are
unable to check in patients/members in the HealthMetrics portal:

1. Scenario A: Patient checks in at another location @ Alaina House
W 12345678

-Patient(s) who have already checked into another panel hospital.

Aryana Jackson Trading

-Please contact us at 016-699 9464 if you see the above situations Checked-in at other location

2. Scenario B: Unable to find/obtain patient details from HealthMetrics Portal — No diiiiinons
records found

Typed in the patient’s IC number, but no record found

-Patient may not be covered for cashless outpatient specialist coverage, please
contact us at 016-699 9464

-----------------------------------

Need help? Gl s
o) +603-7499 0096
2 penesitmetnic.co
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HEALTHMETRICS GUARANTEE LETTER

This section explains the next steps once the GL (Guarantee Letter) has been approved and is ready
for use.

1.  When the Guarantee Letter is ready, the patient card will be transferred to the RIGHT panel of
the patient page.

2. Click on the [Print GL] button to access or to print out the Guarantee Letter

3. Afterclicking the button, you will be directed to the printing page for your [printing]
convenience.

Please refer to the next page to
see the step-by-step process to
print the Guarantee Letter
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Patients

Outpatient specialist / Patients

960307-20-9698

Check-in session 1
Since 17 July, 2025 12:53 FM

GL-MY-SPE-2507-13VMUQ480M3 Allergy & Immunology | Add discipline
Call us at +60157391021 regarding guarantee letter's status and coverage. 2 & Print GL

Please refer to the

neXt page to See a CHECKED-IN
sample of the

Guarantee Letter

HEALTHMETRICS GUARANTEE LETTER

HOSPITAL ABIL AZIZ (Changs)
123 Jalan Abil Aziz, 52100 Kuala Lumpur,
Wilayah Persekutuan Kuala Lumpur, MY

> P; +60 3-7661 6229
n Pending claim submission
. PRINCIPAL s INCIPAL
Zaddilyn Leon Zaddilyn Leon PRINCIEA
EE 960307-20-9608 EE 950307-20-96098
Riya Golden Trading - Riya Golden Trading A Riya Golden Trading - Riya Golden Trading A

] GL-MY-SPE-2507-13VMUQ480M3
%) Check-in 17 July, 2025

& Cancel check-in

Guarantee letter

GL-MY-SPE-2507-13VMUQ480M3

Please submit claim by
18 July, 2025 11:58 FM

Since 17 July, 2025 12:53 PM
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TMTI25, 253 PM HealthMetrics | A Batter Banefits Experiance For All. 717125, 253 PM HealthMetrics | A Better Benefits Experience For All

1. Alternative therapies

Acupuncture and Traditional Medicine Practitioner (le: Traditional Chinese Medicine), Chiropractor, Occ , Pain
Therapy, Reflexology, Speech
Porw
1 = 2. Dental conditions including dental treatment(s) or surgeries except as a result of an accident
Healthl\f\gtrlcs
3. Eye examination/elective surgery for visual impairments due to g/ a or or racial keratot
International Medicare Group Sdn Bhd
4. Pre and Post pregnancy check up/treatments) / Pre & Post-natal care (includi nancy related treatment(s) and test(s)
Business registration number: 199801011498 [467626-A] pregnancy up/t {s) (i ng pregnancy (s) s))
B-04, Level 4, The Place @, Jalan US) 25/1, One City, 47650 Subang Jaya, 2 5. InvFertility treatrnent(s) / Investigation(s)
Selangor, MY
Support number: +60 37661 6220 a. Surglcal, mechanical or chemical contraceptive treatment

b. Hormone replacement therapies which is not medically necessary

. Abortion/Miscarriage (except as a result of an accident)

6. Immunisation
Ta © HOSPITAL ABIL AZIZ
. a. Malaysian Government Vaccine(s)
Attention  FINANCE AND BILLING
Guarantee Letter No. © GL-MY-SPE-2507-13NHUGFOTX2 3 b, Prevencative and Travel Vaccloels)
Approval Tme 77772025 2:52:56 pm +08:00 BCG Booster, Chicken Pox, Cholera, Diphtheria, HPV Vaccine, Haemophilus influenzae type B (Hib), Hepatitis A, Hepatitis B and Hepatitis C,
Checked-n Time © 17/7/2025 2:51:59 pm +08:00 Influenza, jJapanese Encephalitis, Malaria, Measles, Mumps and Rubella, Pertussis, Pneumococcal, Poliomyelitis, Rabies, Rotavirus, Shingles
B Vaccine, Tetanus Vaccine, Typhoid Vaccine, Yellow Fever
iagnoses
7. Sexually Transmitted Diseases/Infections or HIV/AIDS related compiication (ie: are infections that are passed from one person to another through
sexual contact)
Dear Sis/Madam, B. Circumcision, sexual dysfunction, sex transformation whether by surgical or chemical
9. Purchase or of medical/s nal ices (ie: knee guard, thermometer, wheelchair, crutches, hearing aid, colostormy
Patient : Lane Glass (700223-20-3510) bag, syringes, implants, all corrective glasses, contact lenses or the use or of external pr or devices and etc), private
age 88 years, 4 months, 24 nursing, rest cures or sanitaria care, illegal drugs, intoxication, sterilisation
Gender : Female 4 10. Vitamins and Food Supplements/Herbal Cures, Preventative medicine which is not medically necessary
Company Name : Riya Golden Trading A 1" c/Plastic/Cosmetic and tesi(s)

Botox, Breast Augmentation, Burns, Face Lift, Faclal Fillers, Facial Augmentation, Facial treatment for acne, Laser Facial Rejuvenation, Laser Hair

This initial guarantee letter is valid for elaim submitted with the inveice dated: 17/7/2025 Removal, Liposition, Scar and Kelokd Management, Tattoo removel

Iriitial Guarantesd Araunt - MYR 500,00 (Top-up is labl 12. Any investigation and treatment not related or required to the diagnosis
Co-payment - oo 5 13. Investigation and treatment of sleep and snoring disorders
Claim Submission Validity Period : 17/07/2025 to 18/07/2025 11:59 pm
) 14, Treatment f¢ d disabiliti
Medication Allowance - 30 dayis) o o o dnsbines
15. Treatment for injuries sustained under conditions below shall not be covered:
TERMS & CONDITIONS: 2. Racing of any kind {except foot racing)
1. This guarantee letter is valid for OME check-In only, with invoice date 17/7/2025. b. Underwater activities requiring breathing apparatus
2. The detalied tax imvoice of the treatment must be submitted into the systemn for international Medicare Group Sdn Bhd during submission validity c. Professional sports

period stated via HealthMetrics portal only.

d. Criminal/terrorist activities
3, Any submission of claim which has passed the submission period is deemed as a late submission. International Medicare Group Sdn Bhd may not
Buarantes the same initlal guaranteed amount indicated in this letter for a late claim submission. 6 . Under the influence alcohol or narcotics or whilst in participation in any lllegal dangerous activities
4. This letter only covers medications up to the stated days, any or medications reg by the patient must be paid by the f. Suicide, attempted suicide, self-inflicted injury or overdose of any kind of intentional or otherwise while sane or insane
patient. A 4

& War or any act of war, declared or undeclared, active duty In any armed forces, direct participation in strikes, riots and civil commotion or

5. Clairm docurment in hardcogy should be sent to International Medicare Group Sdn Bhd should approval being granted. Insurrection

16. House calls by Doctors for any reason

17. Treatment(s) or purchase of goods for condition below shall not be covered:

a. Rehabilitation Drugs (ie: smoking, alcohol dependence, drug addiction etc)
I ‘We are pleased to guarantee an amount of MYR 500.00 for the patient o seek specialist treatments on any diagnosis EXCEPT: I 7
b. Eye lubricants, deansing or cosmetic products and any other counter purchases of supplements or medicines which is not medically
GENERAL necessary

. Anti-Obesity / Weight Reduong Agents or Induction Agents
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GUARANTEE LETTER DETAILS

m EXPLANATION

o A~ W N

HealthMetrics logo

HealthMetrics details, address, and support number
Guarantee Letter Approval Time and Guarantee Letter Number
Patient details, Name, Age, Gender, and Company name

Outpatient coverage for the patient. Note for your attention whether
TOP-UP or Copayment is available or not

Terms and conditions for the Hospital/Specialist to read for the
patients

An amount statement coverage for a patient with a list of EXCEPTIONS
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717125, 253 PM HealthMetrics | A Better Benefits Experience For All

18. Psychotic, mental or nervous disorders, psychiatric conditions (including any neuroses and their pl gical or psycl

19. lonesing radiation or contaménation by radicactivity from any nuclear fuel or nuclear waste from process of nuclear fission or from any nuclear
weapons material

20. Self-require or sell-request or non-treatment related health screening, routine medical or physical examinations, health check-up, investigating
procedures or tests not incidental to treatment or diagnosis of a covered Disabdity, or any treatment which not Medically Necessary is including any
preventive treatments, must have Health-Screening Banet coverage, subject to its imitations.

21. Care or treatment for which payment is not required or to the extent which is payable by any other insurance or indemnity covering the Insured
Person and Disabilities arising out of duties of employment or profession that is covered under a Workman's Compensation Insurance Contract.
UROLOGY

22. Any investigation(s) and treatment(s) not related or required to the diagnosis shall not be covered

23. Supplements (Non Clinically Use Onlyk
Allergy & Immunology

v 1. Use or acquisition of all external appliances
2. Dental including dental

surgeries; except as necessitated by Accidental Injuries 1o sound natural teeth.

** This is an auto-generated letter, no signature is required.

OUTPATIENT
CONSENT AND CLAIM
FORM (SAMPLE)

717125, 253 PM HealthMetrics | A Better Benefits Experience For All

Healthh/\gtrics
International Medicare Group Sdn Bhd
Busness registration number. 199801011498 [467626-A)

804, Level 4, The Place @, jalan US) 251, One Clty, 47650 Subang jaya. Selangor, MY
SUpport numbar: +60 37661 6229

OUTPATIENT SPECIALIST CONSENT AND CLAIM FORM

A: PATIENT AUTHORISATION & INDEMNITY

Hospral HOSPITAL ABIL AZIZ Dsoplines) Allergy & immunclogy

TelNo. ~60376616229 Guarantee Letter No. GLMYSPE-2507- 1 INHUGFOTX2
Patent Lane Glasy Checkin Time 17/07/2025 15159 pm
NRIC/Passport No. 700223-20-3510

Patient Phone No.

L being the abovermentionsd Patien hereby authonse sy physician hosgpital, surse, medical stalf or ather person whe has attended to me or ey <hild, (o discose ey oy medical stormation induding
past medical Nstory to nrmationsl Medicare Group Sdn Bhd and Healthietrics Sein Bha (collectively, th “Greap®) in the event that the Group ssues & finad Guarantes Letser 1o 11w hosgital for payrment
under the terms and condBions of the poliy,

| agree that the Group reserves the night at its atrsolute dscretion (0 refuse. withdraw and/or suspend the insurance and/or continuance of the guararte letter without providing arry reason whatioever

1 hereby authorise My empIoyRr COMmEany 10 rHMbUrse all My CuEpationt SPRCIBST expenses BIrantned by the Group who shall recen and retain all guarantsed cims sam and esncute the receipt and
chacharge foem in respact of o daims on ey benalf and their discharge shal be deemed as a full final sttheent of my clims.

| further undertake 10 be fdly hable for arry or 8l outpatient specialst expermses that ace not guaranteed by the Group

lunderstand and agree 10 pary the any ameune which exceeds the covered treacment amount by my employer company and the Group

ancd agree o be by this Wtter of e Incemeity

sgnieg on behall s deerrmd 1o dlly

: Emplary v

Patent/PrincpalGuandan 1o sign

Name n ful - Lane Glass
NRIC No 700223-20-3510

Relationship: Principal
B: DIAGNOSIS
1, Final disgnosis 7. bs liness related tor
Congenital [)Yes [1N0 Akoholidrugsabuse  [1Yes [1No
Pregrancy [1Yes [1No  Selfimficated [1Yes [INo
2.4 story of presenting Bness VST [1Yes [ N0 Paychiatric ()Yes [INo
Since A Treatment plary
2.B Underlying cause 9. Can the condion be (reated on out-Natient basis? 11Yes [ INo
Sice 10, Narme and address of Relerring Physicun @ aey)

3. When is finess/symtoms firss consulted?

4 10s patient eves had same or Senilar alON (ONAICTONS/symgtoms before? 11, Medical Certificate

[ ]Yes When? [ )ves from To
[ INe. L INo
[ 1 Uncertan

1, the undersigned hereby declire that the infarmacion in the form &
e In every respect | have supplied Rl information 0n o patculir
robevant 10 this patiens

5. How long is your professional opinion has the condition existed?

6. Pass medcalisurgial history(Please state any history of HPT. DM, Heart Disease or any other
ugnKaGon Impakrment) De's Signature & Stamp:

Swce Date:

Consent & Claim Form is a form
for the patient and the specialist
to fill up

It is divided into two parts:

1.

2.

A is the CONSENT FORM for
the patient to sign

B is the DIAGNOSIS FORM
for the attending specialist

to fill up

Consent & Claim Form will be
printed along with the guarantee
letter, or the blank one from the
portal, directly

Employee/ Patient Authorization
& ldentity (Part A) is mandatory
for the patient to sign, whereas
Diagnosis (Part B) must be
completed by treating doctor.
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ADDING SPECIALIST DISCIPLINE

In this section, we will guide you through the process of adding a specialist discipline for a patient in the HealthMetrics portal.
This action can be performed under the Patients tab. Follow the step-by-step instructions below to successfully add a discipline to
a patient's record.

1. If a patient is being referred to another specialist discipline, click the [Add Discipline] button located on the patient’s card.
2. A pop-up message box will appear, along with our support chat tool (Zendesk) on the bottom right of the screen. Proceed to
initiate a chat with our support team to request the additional discipline.

Request to Add Additional
Disciplines

We will show a chat screen to the bottom right. Please START
chatting, so we can respond as soon as possible. During peak
time, we can take up to 10 minutes to respond.
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CLAIM SUBMISSION & TOP-UP OF GUARANTEE AMOUNT

This section explains the claim submission process and the steps to request a top-up of the guarantee amount,
when applicable.

Claim Submission Criteria

To ensure smooth and successful claim processing, the following documents are required:
* Valid Detailed Tax Invoice

* Completed HealthMetrics Consent & Claim Form

* Medical Certificate (MC) (if applicable)

* Supporting documents such as test reports, X-ray copies, etc.

Please ensure the Grand Total Amount stated in the invoice is accurate and reflects the actual billed charges.

Important Note on Claim Submission Deadline

All claims must be submitted by 11:59 PM on the next working day following the patient's visit. Failure to meet this deadline will
result in the expiration and voiding of the Guarantee Letter (GL).

A, Once a GL expires, HealthMetrics cannot guarantee the same initial guarantee amount.

If a claim is not submitted on time and the GL expires, the previously allocated guarantee amount will be released and returned to
the patient entitlement pool for their next utilization.
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CLAIM SUBMISSION PROCESS

This section outlines the claim submission process in the HealthMetrics portal. Claims can be
submitted through two different areas within the portal interface:

1. Specialist Dashboard — under the Pending Submission panel

2. Patients Section — on the right side of the page, within the patient's card

Both areas provide access to the claim submission function.

In addition to submitting claims, you may also request a top-up of the guarantee amount for
the patient in the same sections.

Please refer to the step-by-step guide below for a clearer understanding of how to submit
claims and request top-ups through the HealthMetrics portal.
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CLAIM SUBMISSION PROCESS
SPECIALIST DASHBOARD

In this section, you will find an overview of how to track the progress of claims submitted through the Specialist Dashboard. This feature allows you
to monitor each claim’s status in real-time, from submission to final approval or rejection. You will also learn how to identify claims that require
further action and where to view relevant updates or remarks from the claims team.

1.
2.
3.
4.

o

Refer to the LEFT panel [Claim(s) Pending Submission] in the Specialist Dashboard to proceed with claim submission

Click on [Submit claim] to submit a claim, without top-up. OR

Click on [S Top-up] to request for top-up

Billing details

Hospital bill reference no.
Grand total amount
Upload “Detailed tax invoice.”

Click the box to select “Attending doctor(s).”

Treatment details. Select “Upload now” or “Upload later.”

If selected [Upload now], upload “Consent & Claim Form” + “MC” + “Test Report” + “Radiology Image” OR select [Upload later]. If you select “Upload later”, you may update
the claim by uploading the complete documents later

Click [Submit for review].
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CLAIM SUBMISSION PROCESS
SPECIALIST DASHBOARD

Specialist claims

Dashboard / Employees / Specialist claims

E Healthmf\gtrics

Dashboard co )4

Outpatient specialist & Post-hospitalisation Dashboard

HMS Personnel

You're now submitting the daim for invoice dated on:

24/7/2025

& Outpatient specialist &
Post-hospitalisation

Dashboard

Pending submission

& Specialist

gordon

000201101111
Riya Golden Trading

Please submit by 25/7/2025 11:59 PM

PRINCIPAL

GL-MY-5PE-2507-1)RMQ867XM1
gy & immunology

Patient

Company

Checked-in time

Guarantee letter expiry time

Guarantee letter

Initial guaranteed amount

Hospital bill reference no. *

Grand total bill amount *

Exceeded amount

Please collect from patient

Detailed tax invoice *

gordon (000201-10-1111)
Riya Golden Trading A

24/7/2025 307 PM

25/7/2025 11:55 PM

GL-MY-5PE-2507-1JRMQBETXM1 (View)

MYR 500.00

l ]
[ MYR ]

Grand

total bill amount is the final amount that is charged for entire visit of the

Please do not deduct the co-payment amount {if any) from this grand tatal

MYR 0.00

MYR 0.00

~
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CLAIM SUBMISSION PROCESS

Attending doctors *

Consent & Claim Form / Diagnostic Form / Test Report f Radioclogy Report /

MC*

SPECIALIST DASHBOARD

DR ABIL AZIZ

Upload now

HealthMetrics _ A& Bet...

B Submit for review

Upload now

I
1 Upload later

r
7

I

|

I

I Select an option 1
Upload now

o o o e e o S R R RS RS R e REE MmN RSN RSN RSN G N M MEE MEE MEE MEE S R S REE e REm R R R R e e e
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CLAIM SUBMISSION PROCESS
PATIENTS SECTION

In this section, you will find an overview of how to track the progress of claims submitted through the Specialist Dashboard. This
feature allows you to monitor each claim’s status in real-time, from submission to final approval or rejection. You will also learn
how to identify claims that require further action and where to view relevant updates or remarks from the claims team.

Go to the [Patients Section] and refer to the panel on the RIGHT labeled [Pending Claim Submission] to proceed with submitting a claim.

Click on [Submit claim] to submit a claim, without top-up. OR

Click on [S Top-up] to request for top-up

s woNpe

Billing details

Hospital bill reference no.
Grand total amount
Upload “Detailed tax invoice.”

Click the box to select “Attending doctor(s).”

Treatment details. Select “Upload now” or “Upload later.”

N o w

If selected [Upload now], upload “Consent & Claim Form” + “MC” + “Test Report” + “Radiology Image” OR select [Upload later]. If you
select “Upload later”, you may update the claim by uploading the complete documents later

8. Click [Submit for review].
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HMS Personnel

& Outpatient specialist &
Post-hospitalisation 4

Patients

Claims

Need help? Call us.
o) +603-7661 6229

B4 support@anzen.healthdema

CLAIM SUBMISSION PROCESS
PATIENTS SECTION

E Healthr\]\gtrics

Patients

Outpatient specialist Patients

SE English @ Logout

HOSPITAL ABIL AZIZ (Change)

123 Jalan Abil Aziz, 52100 Kuala Lumpur,
Wilayah Persekutuan Kuala Lumpur, MY
P +60 3-7661 6229

Pending claim submission

gordon

2 000201-10-1111

Riya Golden Trading - Riya Golden Trading A

GL-MY-SPE-2507-1]RMQB867XM1

24 July, 2025

Guarantee letter

GL-MY-SPE-2507-1JRMQ867XM1

Allergy & Immunalogy  Add discipline

| & Print GL ‘

Please submit claim by

25 July, 2025 11:58 PM

3 X, Submit claim | 2

CHECKED-IN

@ Cancel check-in
Since 24 July, 2025 3:07 PM
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CLAIM SUBMISSION PROCESS
PATIENTS SECTION

Specialist claims

Dashboard / Employees /| Specialist claims

< Back

You're now submitting the claim for invoice dated o

24/7/2025

g details

Patient  gordon (000201-10-1111)

4

Company  Riya Golden Trading &

Checked-in time 24/7/2025 3:07 PM

Guarantee letter expiry time 25/7/2025 11:59 PM

Guarantee letter GL-MY-SPE-2507-1)RMQE67XM1 (View)

Initial guaranteed amount v 500.00

Hospital bill reference no. * I I
Grand total bill amount * I MYR I
Grand totz! bill amount is the final amount that is charged for entire visit of the

patient

Please do not deduct the co-payment amount (if any) from this grand total
bill

Exceeded amount MYR 0.00

Please collect from patient  pavp 0,00

Detailed tax invoice *
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CLAIM SUBMISSION PROCESS

Attending doctors *

Consent & Claim Form / Diagnostic Form / Test Report f Radioclogy Report /

MC*

PATIENTS SECTION

DR ABIL AZIZ

Upload now

HealthMetrics _ A& Bet...

B Submit for review

Upload now

I
1 Upload later

r
7

I

|

I

I Select an option 1
Upload now

o o o e e o S R R RS RS R e REE MmN RSN RSN RSN G N M MEE MEE MEE MEE S R S REE e REm R R R R e e e
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CLAIM SUBMISSION VALIDITY

In this section, you will learn the importance of submitting claims accurately and on time. Ensuring all
required documents are submitted within the stipulated timeframe is crucial for smooth processing and
timely payment. This section outlines key submission rules, claim status definitions, and how to manage
follow-up actions effectively.

Treatment & Payment Policy:

* All HealthMetrics patients can enjoy cashless facility provided they have specialist coverage with
sufficient balance.

* Patients are required to pay any excess or uncovered treatment amount at the time of check-out.
Submission Deadline:

* All outpatient claims must be submitted before 11:59 PM on the next working day following the check-in
date.
(For example, if the patient checks in on 7 October 2025, the claim must be submitted before 11:59 PM
on 8 October 2025)

* Detailed Tax Invoice is compulsory at the time of submission.
* Timely submission guarantees payment.

Supporting Documents (can be submitted later):

*  Completed Consent & Claim Form

* Treatment/Test Reports

*  Medical Certificate (MC)

Patients Tab

Pending claim submission

Braelyn Russo PRINCIPAL

5= 590302-17-4480

Riya Golden Trading - Riya Golden Trading A

GL-MY-SPE-2510-FBKN7PLARG
7 October, 2025

Guarantee letter

GL-MY-SPE-2510-FBKN7PLARG

Allergy & Immunology  Add discipline

8 Print GL

e

a o
8 October, 2025 11:59 PM

el
D-11\

Since 7 October, 2025 12:48 PM

@ Cancel check-in

Dashboard Tab

B Pending submission H

& Specialist
Braelyn Russo PRINCIPAL

690302174480
Riya Golden Trading

I Please submit by 8/10/2025 11:59 PM I

GL-MY-SPE-2510-FBKN7PLARG

Allergy & Immunology
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CLAIM STATUSES FOR HOSPITAL CLAIMS

Pending Approval Claim submitted and waiting for HealthMetrics approval. No action needed unless further info is
requested.
Pending Medical Query  Issues with submitted documents: Hospital should re-upload correct and
— Invalid/unclear uploads clear versions of:
— Broken files [V] Iltemised Tax Invoice
— Unclear Diagnosis [V] Completed Patient Consent Form
— Wrong Attachment Submitted/Wrong patient info [V] Completed Doctor’s Diagnosis form

— No patient signature

— Hospital sign on behalf of the patient for the

consent form

— If you need to cancel a GL, there is no need to send an
email. Simply upload a memo attachment in the portal
during claim submission stating the reason for
cancellation OR you may cancel check-in for the patient
and put the reason for the canceled check-in.

Full Approval All required documents submitted and approved. Claim will be billed to HealthMetrics on
next invoice cycle.
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REVIEW, ACTION & TIMELINES

This section covers how HealthMetrics communicates claim statuses and required actions after submission. You will also
understand when to expect updates, what to do when action is needed, and how to ensure your claims stay valid and
trackable within the platform.

Daily Summary Report (sent by 10 PM):

* Check-in(s)

* Claims Needing Attention

* Approved Claims

HealthMetrics Review Timeline:

* Claims reviewed within 3 working days from submission date (Upon full documentation).

* Only claims with complete documentation (incl. Consent, Test Reports, MC) will be approved and billed at month-end.

Important Notes:
* Hospitals have 48 hours from patient check-in time to submit claims. After this period, the GL will expire.

* A grace period of 45 calendar days is provided for late claim submission, after the GL has expired. However, the approval is not guaranteed in view that
the GL has expired. The approval amount is subject to the balance available in the patient’s entitlement during the claim processing stage.

Action Required Cases:

— Email will be sent to PIC with reason

— Edit & resubmit claim with valid details
— Track all claims via the Claims Dashboard

48



ALGRtrios GUARANTEE LETTER AMOUNT TOP-UP

In this section, you will learn how to handle cases where a Guarantee Letter (GL) is not valid for top-up. This typically means that the
patient’s coverage limit has been reached, and any excess treatment costs must be collected directly from the patient.

Not Valid for Top-Up
If the patient is not eligible for a top-up, a message will appear on the Initial Guarantee Letter:

Initial Guaranteed Amount : MYR 400.00 (No top-up)
“This patient is not eligible for a guarantee letter top-up. Please collect any excess amount from the patient.”

In such cases:
* You must collect all exceeded treatment amounts from the patient at the time of check-out.
* Proceed with the claim submission as usual via the Specialist Dashboard or Patients Section.

This initial guarantee letter is valid for claim submitted with the invoice dated: 22/9/2025

Initial Guaranteed Amount : MYR 400.04 (No top-up)

Co-payment : N/A
Claim Submission Validity Period : 22/09/2025 to 23/09/2025 11:59 pm
Medication Allowance : 30 day(s)

TERMS & CONDITIONS:

1. This guarantee letter is valid for ONE check-in only, with invoice date 22/9/2025. o .
This screenshot is

an example from
IGL showing an
outpatient N/A top-
up request.

2. The detailed tax invoice of the treatment must be submitted into the system for International Medicare Group Sdn Bhd during submission validity period stated via HealthMetrics portal only.

3. Any submission of claim which has passed the submission period is deemed as a late submission. International Medicare Group Sdn Bhd may not guarantee the same initial guaranteed amount indicated in this letter for a late claim submission.

I 4. This letter only covers medications up to the stated days, any exceeded or additional medications requested by the patient must be paid by the patient. I

5. Claim document in hardcopy should be sent to International Medicare Group Sdn Bhd should approval being granted.
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GUARANTEE LETTER AMOUNT TOP-UP

In this section, you will learn how to perform a top-up request when the patient's Guarantee Letter
(GL) is eligible for additional coverage.

Valid for Top-Up
If the GL is valid for top-up, you will see the following message on the Initial Guarantee Letter:

“Please request top-up for the patient if the initial guaranteed amount is insufficient.”

In such cases, follow the steps below to request a top-up and proceed with claim submission on the
next page:
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LIS PROCESS TO REQUEST FOR TOP-UP

Follow the steps below to request a top-up and continue with the claim process:

1.  Goto the Patient Card, locate the patient’s profile from the [Specialist Dashboard] or [Patients section].

2. Click on the [$ Top-up] button inside [Pending Claim Submission]. This will open the top-up request form.

3. Submit claim as per normal procedures.

* Enter the [Hospital Bill Reference Number]

* Key in the [Grand Total Amount]. This should reflect the full cost of the treatment.

* Upload the [Detailed Tax Invoice].

4.  Select the [Attending Doctor]. Choose the doctor responsible for the case.

5.  Choose Your Upload Option. [Upload Now]: if documents are ready. [Upload Later]: if documents will be submitted later.
6.  Click [Request for Top-Up]

* A message box will appear with further instructions. Open the Chat Box (Bottom Right Corner). Initiate a live chat with HealthMetrics to verify the top-up. Wait for Approval in Real-

Time. Stay on the chat. The system will refresh automatically once the top-up is approved.

* Print the Revised Guarantee Letter (Optional). If needed, print the updated GL showing the final approved amount. If the Final Guarantee Amount Is Still Insufficient, collect the
remaining balance directly from the patient.

*  Submit the Claim as usual once everything is complete.

*  Our claims team will process this top-up request and the SLA is within 30— 2 hours.

* Once the claim top-up request has been approved, the hospital team can view the approved amount in the FGL under the Claims tab. Go to the Claims Table, locate the claim number,
and check the Item Claim Details section. The Top-Up Amount and approval status will appear on the right side of the page.

* Kindly collect the remaining balance from the patient for the respective procedure or treatment.
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PROCESS TO REQUEST FOR TOP-UP

HMS Personnel HMS Personnel

. B Healthr\/\gtrics S5 English @ Logout
E Healthr\/\gtrlcs
Pat‘ents HOSPITAL ABIL AZIZ (Change)
Dashboard & Outpatient specialist & © - 123 Jalan Abil Aziz, 52100 Kuala Lumpur,
Post-hospitalisati spedialis i r 5 a 3
£ @it ) Outpatient specialist & Post hospitalisation / Dashboard ost-hospitalisation OQutpatient specialist / Patients = Wilayah Persekutuan Kuala Lumpur, MY

Post-hospitalisation

P;+60 3-7661 6229

PECLLET] 1

Patients

jon number/GL numbe!

gordon
B 000201-10-1111

Guar

Riya Golden Trading - Riya Golden Trading A

GL-MY-SPE-2507-1JRMQB67XM1

24 July, 2025
gordon PRINCIPAL Guarantee letter
000201101111 GL-MY-SPE-2507-1JRMQE6TXM1 GL-MY-SPE-2507-1JRMQ867XM1
Riya Golden Trading Allergy & Immunciogy

Allergy & Immunology  Add discipline

-] L2

Please submit by 25/7/2025 11:59 PM

Need help? Call us.
o/ +603-76616229

CHECKED-IN @ Cancel check-in
2 support@anzen.healthdemo Since 24 July, 2025 3:07 PM

Meaad haln? Fall e

Patients Section Specialist Dashboard
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UEST FOR TOP-UP

Specialist claims

Dashboard Employees Specialist claims

€ Back

You're now applying for top-up for invoice date]

24/7/2025

Patient gordon (000201-10-1111)

Company Riya Golden Trading A

Checked-in time 24/7/2025 3:07 PM

Guarantee letter expiry time 25/7/2025 11:59 PM

$ Guarantee letter top-up
For guarantee letter top-up, please fill up this section (including uploading the detailed tax invoice), and click on Request for Top-up.

‘You can only request for top-up when there is exceeded amount.

Guarantee letter GL-MY-SPE-2507-1JRMQ867XM1 (View)

Initial guaranteed amount

Hospital bill reference no. *

Grand total bill amount *

Top-up request amount

Detailed tax invoice *

/' Initial guaranteed amount YR 500.00
Hospital bill reference no. * I I 3
Grand total bill amount * MYR I I

Grand total bill amount is the final amount that is charged for
entire visit of the patient.

Please do not deduct the co-payment amount (if any)
from this grand total bill.

Upload mow w
-

Select an option

4 Attending doctors *

Consent & Claim Form / Diagnostic Form / Test Report /
Radiology Report / MC *

N —— -

=
——
—-——
—
—— — T
=
—
——
-

MYR 500.00

MYR J 830

Grand total bill amount is the final amount that is charged for
entire visit of the patient.

Please do not deduct the co-payment amount (if any)
from this grand total bill.

MYR 350.00

Nothing selected

Select an option v

Request for top-up 6

Upload later

b o o e e o e e e e e e e e e e e e R M e e e e e
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SPECIAL TOP-UP REQUEST / INQUIRY

In certain cases, procedures such as MRI and CT scans may exceed the patient's initial Guarantee Letter (GL) limit. To facilitate
these high-cost procedures, panels may request a special top-up by reaching out to HealthMetrics directly. This section
outlines the steps and outcomes involved in making a special top-up request.

1. Submit Request via Chat Box (Zendesk)

For any MRI or CT scan requiring additional approval or clarification, please contact HealthMetrics via the in-app chat box (Zendesk). This allows
for quicker response and immediate clarification on the patient’s eligibility and available limit.

2. Await Notification from HealthMetrics _

. . . HealthMetrics Support chatbo a
HealthMetrics will evaluate the request and provide updates through the same chat channel: m p.t.:ozzrt.”tqry
If Top-Up is Approved:

HealthMetrics Support chatbot

w Please select the relevant query
July 18 at 11:02 AM

e Arevised Guarantee Letter will be issued.

* The new guarantee amount reflecting the approved top-up will be updated in the system.

N

(Apply outpatient GL for patient

* Panel must print and retain the revised GL for records and patient reference. (HOW o check m approved outpatient 6L
x If TOp'U p IS REJECtEd . [GL is pending approval, how to know if it's
pending query?

* HealthMetrics will inform via the chat box. L checkectin but didn't request top
up/submit final bill

* The exceeded amount for the procedure must be collected directly from the patient by the panel.

NN N N

(Outpatient GL has been approved, what next? -

0 (pre a message )
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CO-PAYMENT

Some patient visits may involve co-payment, where a
portion of the bill is shared between the employer and
the patient. This section explains how to identify and
manage co-payment cases within the HealthMetrics
platform.

Co-payment condition is clearly stated on the Guarantee
Letter (GL).

HealthMetrics will guarantee the amount up to the patient’s
limit.
If unsure about the calculation, go to the Claim Submission
page:

* Enter the Grand Total Amount.

= The system will auto-calculate the co-payment amount.

Collect the amount shown under:

“Total exceeded the amount to be collected from the patient”.

Total exceeded amount to be
collected from patient

v 1. Billing details

Patient Alaina House (12345678)

Company Aryana Jackson Trading

Checked-in time 3/12/2018 4:39 PM

$ Guarantee letter top-up

This patient is not eligible for guarantee letter top-up. Please coliect any
exceeded amount from patient.

Guarantee letter GL-1812-01898-010317 (View)

Initial guarantee amount RM500.00
Hospital bill reference no. * AST 0]
Grand total amount* RM ‘ 480'

Grand Total Amount is the final amount
that is charged for the entire visit of the

patient.
— Copayment20%  RM96.00
Exceeded amount RMO0.00
RM96.00

Detailed tax invoice *

55



Healthp/\etrics

TRACKING SPECIALIST CLAIMS

This section shows you how to track all submitted specialist claims directly from your dashboard.
* Every claim is assigned a HealthMetrics Claim Number for easy reference.
e All submitted claims will appear on your Hospital Dashboard for tracking purposes.

* You can search for claims using:
= Patient’s Name

= |C/Passport Number

= Hospital Reference Number

HMS Personnel Claims

Outpatient specialist & Post-hospitalisation Claims

Claim type Claim status Guarantee letter number
All v v
m N & Outpatient specialist &
a | I | I u I | I e r Posthospitalisation > Transaction no. Claim no. Billing status
All v

Query status

Hospital bill reference no. Claim date range [Fatient |
Claims ‘ ‘ |
Specialist discipline Amount
Forms
Nothing selected v MYR
~ Hide advanced filters B Export 1o Excel
I Claim no. ~ | Claim date ~ Guarantee lettx. Typex Claimstatus ~ | Querystatus - Patient ~ | Subsidiary ~ Panellocation . Hospital billrex. Total claim amx. Total covered.x Billing status |
5C-2504-1RCH2... | 27/4/2025 GL-2504-1Rcas... | [ Lane Glass (700... | Riya Golden Tra...  HOSPITALABIL.. 12345 MYR 400.00 MYR 400.00 29 nwav-zsoe s
5C-2505-4BWOB... | 2/5/2025 GL-2505-48uLs... | [ [ Futlapprovai | Elena Chong Ba.. | HQ HOSPITAL ABIL ... | 123456 MYR 500.00 MYR 500.00 229 n-wav-zsos
5C-2505-4J5BG6... | 2/5/2025 6L-2505-4HA01... [ Lane Glass (700... | Riya Golden Tra...  HOSPITALABIL.. 12345 MYR 300.00 MYR 300.00 229 n-wav-zsos
5C-2505-D55B1... | 6/5/2025 6L-2505-p50M... | [ [ Futlapprovai | Maya (201003-0... | Aliya Guzman Tr... HOSPITALABIL .. 12345678 MYR 1,050.00 MYR 1,000.00 229 n-wav-zsos
SC-2506-1A3507... | 20/6/2025 aL-2s06-1acol... | [ Pending Amira (850424-1... | Aliya Guzman Tr... HOSPITALABIL ... | 12345 MYR 600.00 MYR 0.00 Unbilled
SC-2506-1A3UF... | 20/6/2025 GL-2s06-1437%... | [ Replied Angeline Sanfor... | Aliya Guzman Tr... HOSPITALABIL ... | 12345 MYR 300.00 MYR 0.00 Unbilled
5C-2506-1GSXY... | 23/6/2025 aL-2506-MoNG... | [ a Maya (201003-0... | Aliya Guzman Tr... | HOSPITAL ABIL ... | 1243535 MYR 500.00 MYR 0.00 Unbilled
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CLAIMS STATUSES

CLAIM STATUS EXPLANATION

Pending Approval

Partial Approval

Full Approval

Claim submitted and awaiting review by HealthMetrics.

Part of the claim is approved. Ensure to upload the remaining
requirement document to obtain full approval for the claim.

The claim has been fully approved and will be included in the
upcoming invoice.
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GUARANTEE LETTER LISTING

This section allows you to view and manage Guarantee Letters (GLs) directly from a searchable listing
page.

e Allissued GLs are displayed here for reference and action-taking.
e Actions can be performed using the drop-down menu on each GL entry.

You can filter or export the GL list using the following options:
e Claim Status

e Guarantee Letter Number

e Transaction Number

e Claim Number

* Billing Status

e Status (Full Approved, Pending Approval, Rejected)

* Query Status
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GUARANTEE LETTER LISTING

EXPLANATION
Query status filter.
Query status display.

New claim status on the claim lists table.

A WD

Request adjustment.

Claims

Outpatient specialist & Post-hospitalisation Claims

Claim type Claim status Guarantee letter number
All v ~
Transaction no. Claim no.
All v
1 Query status
v
~ Show advanced filters 3 @ Export to Excel w
Claim no. ~  Claim date ~  Guarantee lett. Type . | Claim status ~ JQuery status - | Patient ~ | subsidiary ~ Panel location .  Hospital bill rex.  Total claim amx. Total covered .  Billing status ~
SC-2507-6PHT1... | 3/7/2025 GL-2507-28282... e - Elena Chong Ba.. | HQ HOSPITAL ABIL ... | 1234 MYR 300.00 MYR 0.00 Unbilled &
SC-2507-2CLEG... | 1/7/2025 GL-2507-2CFG7... e = Lane Glass (700... | Riya Golden Tra.. HOSPITALABIL ... | 12345HMS MYR 650.00 MYR 650.00 Unbilled
4 SC-2506-RYTDU... | 25/6/2025 aL-2506-RvR3H... | B M Fajri Michael .. | HQ HOSPITAL ABIL ... | 12345 MYR 100.00 MYR 100.00 E=) n-av-250¢
SC-2506-1GSXY... | 23/6/2025 GL-2506-MQNQ... ﬂ_ m Maya (201003-0... | Aliyz Guzman Tr... HOSPITALABIL ... | 1243535 MYR 500.00 MYR 0.00 Ungiliea
SC-2506-1A3UF... | 20/6/2025 GL-2506-1A3TX... B Replied Angeline Sanfor... | Aliya Guzman Tr.. HOSPITALABIL.. | 12345 MYR 300.00 MYR 0.00 Unbilled
SC-2506-1A3507... 20/6/2025 aL-2s506-1acol... | [0 Pending Amira (850424-1... | Aliya Guzman Tr... HOSPITALABIL ... | 12345 MYR 600.00 MYR 0.00 Unbilled
SC-2505-DSSB1... | 6/5/2025 aL-2505-50Mm... | B Maya (201003-0... | Aliyz Guzman Tr... HOSPITAL ABIL ... | 12345678 MYR 1,050.00 MYR 1,000.00 IE2) 2508
SC-2505-4BWOB... 2/5/2025 aL-2505-4euLs... | [B Elena Chong Ba.. | HQ HOSPITAL ABIL ... | 123456 MYR 500.00 MYR 500.00 IEZ=) w2508
SC-2505-4)SBG6... | 2/5/2025 aL-25054HAQ1... | [ Lane Glass (700... | Riya Golden Tra...  HOSPITAL ABIL ... | 12345 MYR 300.00 MYR 300.00 9 n-v-2508
SC-2504-1RCH2... | 27/4/2025 GL-2504-1Rcos... | [ Full approval Lane Glass (700... | Riya Golden Tra.. HOSPITALABIL ... | 12345 MYR 400.00 MYR 400.00 IE=) n-mv-250¢
— v
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HOW TO FILTER A CLAIM THAT HAS QUERY STATUS

This section guides you on how to quickly locate claims that require your response based on
their Query Status.

1

2

Claims

Outpatient specialist & Post-hospitalisation Claims

Claim type

All

Transaction no.

Query status

Click the “Query status dropdown” menu filter.

Select the query status that you want to filter. You can choose ‘Pending reply’ to view all the GL

that requires reply from hospital

Click the “Search” button.

Claim status

Claim no.

-

-

-
v Show advanded Mtegs

—~—
-~ -
—
—
—
—
-~ -
-~

-~
—
—
—
—
-~ -
-~

All

Pending reply
Replied |
Resolved |

Guarantee letter number

3
[® Exportto Excel
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NEW CLAIM STATUS ON THE CLAIM LISTS TABLE

This section highlights the updated claim status labels now visible on the Claims List table to help you
track claims more effectively.

Claims

Outpatient specialist & Post-hospitalisation 4

Claim type
All

Transaction no.

Query status

v Show advanced filters

Q Vi
Q, Vi

oo oo oo oo
JHHUEUHHEBUHH

Claim no. ~

SC-2507-6PHT1...

SC-2507-2CLEG...

SC-2506-RYTDU...

SC-2506-1G5XYT...

SC-2506-1A3UF...

SC-2506-1A3507...

SC-2505-D55B1...

5C-2505-4BWOB...

5C-2505-4)5BG6...

5C-2504-1RCH2...

Claim date v

3/7/2025

1/7/2025

25/6/2025

23/6/2025

20/6/2025

20/6/2025

6/5/2025

2/5/2025

2/5/2025

27/4/2025

Guarantee lett:

GL-2507-282B2..

GL-2507-2CFG7..

GL-2506-RYR3H.

GL-2506-MQNQ..

GL-2506-1A3TX...

GL-2506-1AC0JQ...

GL-2505-D5QM...

GL-2505-4BULS...
GL-2505-4HAQ1 |

GL-2504-1RC95...

Type
2
1

I Claim status ~

EXPLANATION

This

o

”icon represent “Adjustment”.

This “ m ”"icon represents “Late submission”.

“Rejected” status is the claim that has been
rejected.

Full approval

Full approval
Rejected

Full approval

Query status -~

Replied

Pending

Patient

Elena Chong Ba...
Lane Glass (700...
M Fajri Michael ...
Maya (201003-0...
Angeline Sanfor...
Amira (850424-...
Maya (201003-0...
Elena Chong Ba...
Lane Glass (700...

Lane Glass (700...

Subsidiary ~

HQ

Riya Golden Tra...

HQ

Aliya Guzman Tr...
Aliya Guzman Tr...
Aliya Guzman Tr...

Aliya Guzman Tr...

HQ

Riya Golden Tra...

Riya Golden Tra...

Panel location .

HOSPITAL ABIL ...

HOSPITAL ABIL ...

HOSPITAL ABIL ...

HOSPITAL ABIL ...

HOSPITAL ABIL ...

HOSPITAL ABIL ...

HOSPITAL ABIL ...

HOSPITAL ABIL ...

HOSPITAL ABIL ...

HOSPITAL ABIL ...

Hospital bill re:x
1234

12345HMS

12345

1243535

12345

12345

12345678
123456

12345

12345

Total claim am:x.
MYR 300.00

MYR 650.00

MYR 100.00

MYR 500.00

MYR 300.00

MYR 600.00

MYR 1,050.00
MYR 500.00

MYR 300.00

MYR 400.00

[@ Exportto Excel m

Total covered .

MYR 0.00

MYR 650.00

MYR 100.00

MYR 0.00

MYR 0.00

MYR 0.00

MYR 1,000.00

MYR 500.00

MYR 300.00

MYR 400.00

Billing status ~
Unbilled
Unbilled

E=) n-mv-250¢
Unbilled
Unbilled

Unbilled

E=) n-mv-2502
=) n-wv-250:
E=) n-mv-2502
=) n-wiv-2504
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TRACKING SPECIALIST QUERY

This section explains how to respond when HealthMetrics requires
additional documents for your specialist claims.

If additional documents are needed, HealthMetrics will now raise a query,
and you will also receive an email notification. To proceed, you must reply to
the query with the required documents for your claim to be processed.

You can access and respond to queries via:
 The Dashboard
 The Email Notification
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TRACKING QUERY VIA DASHBOARD

In this section, we’ll show you how to view and track any queries raised by HealthMetrics
directly from your dashboard.

Find and click the “Reply query” button for each GL listed inside the
“Outstanding” widget at the top middle of the “Dashboard view”.

Dashboard 1

Outpatient specialist & Post-hospitalisation

You will be redirected to the “Query details” page.

B E

Pending submission IF BB outstanding [ Late submission (&

& Spedalist & Specialist
Amira PRINCIPAL Anna PRINCIPAL|
850424105544 GL-2506-1AC0JQ10PEV 0000000122322 GL-2506-1GLT)SGKN59
Allya Guzman Trading Allergy & Immunoiogy Riya Golden Trading Cardiology & Angiology

T = o
5C-2506-1A3507L0D0T submitted on 20/6/2025 1:02 PM Flease submit by 8/8/2025 11:59 PM 0

No patients waiting for you to submit their claim. & Specialist
Zaddilyn Leen PRINCIPAL
960307209698 GL-MY-S5PE-2507-13VMUQ480M3
Riya Golden Trading Allergy & Immunology
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Healthp\etrics QUERY DETAILS PAGE

Outpatient specialist Next, once you click on the Reply Query button from the
Outpstient specialist / Claims / Claim SC-2506-1A3507L000T /' Query QN-2506-1A3TDU2UJKK dashboard’ you Wl” be automatlca”y redlrected to the Query
e Details page.
Query details

Attention to: DR ABIL AZIZ Please refer to the image below and the table for more

Type Missing/Unclear Dacuments eX p I a n a tl O n

W EXPLANATION

1 Uploaded documents are not clear (Please re-upload)
o R Read the “Query details” information. Download
the attachment and complete the document.

Attach the document requested by clicking the
“+” icon to select the document.

Upload documents

Please check off your uploaded documents 2
2 . . . :
p Click the “+” icon again if you would like to attach
[GP_DEMTAL_OPTICA. . more documents'
I 3 Tick “B4” all the checkboxes.
Created at: 20/6/2025 1:08 PM +08:00 . P i ) .
. 4 Click the “Submit reply” button to submit the

qguery reply.



Healthp/\etrics

TRACKING QUERY VIA EMAIL NOTIFICATION

If a query is raised, you’ll also receive an email notification from HealthMetrics.

Healthr\/\etrics

Dear admin,

You have query for your specialist claim SC-SPE-MY-210604-M345 that has
been sent by the host. Please reply to the query for the host to process your
claim.

{ View Claim Now

You will receive an email from HealthMetrics when they have a query.

Once you open the email, click the “View claim” button. You will be redirected to the “Claim details” page.
You should ensure the correct PIC email address input in the ‘Administration” in HMS portal to ensure this notification goes
to the correct email for next action to be taken.
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CLAIMS DETAILS PAGE

You can also view the queries raised in each Claims details.

Claims m EXPLANATION
Outpatient specialist & Post-hospitalisation / Claims

Go to the "Outpatient Specialist" Tab

7 METETE I Claim type Claim status X .
o e N . 2 Click on the "claims" tab
1 & Outpatient specialist &
ost-hospitalisation v ransaction no. aim no. . . . 0 2
OISRt fronsact B 3 Find the "View" icon and click on it
Dashboard
_— Query status 4 Click the “Queries” button
Guarantee letters v Show advanced filters CI'Ck the ”Rep|y” bUtton
2 Claims 5
Forms \ Claimno. ~ Claim day. Guarantee Ix. Type You will be redirected to the “Query details” page.

SC-2506-1A3.. 20/8/2025  GL-2506-1A3... [

aim SC-2506-1A3UFOK8695

ns Ourpatient specialist Claim SC-2506-1 ASUFOKBEDS

< Back

Query number = Creation time ~  Replied by =  Reply time *  Resolved by *  Resolved at ¥ Creator name

v
m Qf-2505-1GTIEPT4T... | 23/6/2025 12:28 PM +08:00 Nur Farah Al a

ag
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Healthp\etrics QUERY DETAILS PAGE

Outpatient specialist Next, once you click on the Reply Query button from the
A “Claims Details” page, you will be automatically redirected to
the Query Details page.

{ Back

Query details
Attention to: DR ABIL AZIZ Please refer to the image below and the table for more
Type Missing/Unclear Dacuments eX p I a n a tl O n

1 Uploaded documents are not clear (Please re-upload)

Read the “Query details” information. Download
the attachment and complete the document.

Attach the document requested by clicking the
“+” icon to select the document.

Upload documents

Please check off your uploaded documents 2
2 . . . :
p Click the “+” icon again if you would like to attach
[GP_DEMTAL_OPTICA. . more documents'
I 3 Tick “B4” all the checkboxes.
Created at: 20/6/2025 1:08 PM +08:00 . P i ) .
. 4 Click the “Submit reply” button to submit the

qguery reply.
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ADJUSTMENT

HealthMetrics has introduced a helpful feature called “Request Adjustment”, which
allows you to amend a claim that has already been successfully approved.

This tool is useful if you need to make corrections or updates after a claim reaches
the “Full Approval” status.

& Disclaimer 1:
You have 30 calendar days from the date a claim is marked as “Full Approval” to

request an adjustment.

After this period, the system will no longer allow any adjustment requests.
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HOW TO REQUEST AN ADJUSTMENT

In this section, you will learn how to submit a request to adjust a claim that has already been fully
approved. Follow the steps below to ensure your adjustment is submitted correctly within the 30

calendar days from the claim's approval date.

Claim Details Page

m EXPLANATIONS

Click the “View” button next to the claim with the “Full Approval” status.
You will be redirected to the “Claim Details” page.

2 Click the “Request Adjustment” button.
This will bring you to the “Request Adjustment” page.

2 DISCLAIMER 2:
Even after your adjustment has been approved by HealthMetrics, you can still submit another

adjustment as long as the claim is still within 30 calendar days from its original Full Approval date.
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HMS Personnel Claims

Qutpatient specialist & Post-hospitalisation / Claims

Claim type Claim status Guarantee letter number
All v v
& Outpatient specialist &
Post-hospitalisation v Transaction no. Claim no. Billing status
. All v
oard
Query status

Guarantee le

v Show advanced filters [@ Export to Excel w

Forms Claimno. “ Claimdax. Guaranteel: Type.: Claimstatu:. Querysty. Patient v Subsidiary v Panellocation ~. Hospital billz. Total claim . Total cover.

Claims

SC-2504-1RC... 27/4/2025  GL-2504-1RC... [ Lane Glass (700... | Riya Golden Tra... | HOSPITALABIL .. 12345 MYR40000 | MYR40000 &
ports SC-25054B..  2/5/2025  GL-2505-48.. [ Elena Chong Ba... HQ HOSPITALABIL ... | 123456 MYR500.00  MYR500.00
£m Inpatient | SC-25054j5.. | 2/5/2025  GL-2505-4H... | R Lane Glass (700... | Riya Golden Tra... | HOSPITALABIL .. 12345 MYR300.00  MYR300.00
SC-2505-DSS... 6/5/2025 | GL-2505-D5.. [ Maya (201003-0... Aliya Guzman Tr... HOSPITALABIL... 12345678 MYR 1,050.00 = MYR 1,000.00
SC-2506-1A3... 20/6/2025  GL-2506-1AC... [[FY J Replied  Amira (850424-... | Aliya Guzman Tr... HOSPITALABIL... 12345 MYRE00.00  MYR0.00
& General SC-2506-1A3... 20/6/2025  GL-2506-173... Y J Replied  Angeline Sanfor... | Aliya Guzman Tr... HOSPITALABIL... 12345 MYR300.00  MYR0.00
SC-2506-1GS... 23/6/2025  GL-2506-MQ.. [ ) Maya (201003-0... | Aliya Guzman Tr... | HOSPITALABIL ... | 1243535 MYR500.00  MYR0.00
% Administration SC-2506-RYT... 25/6/2025 GL-2506-RVR... Y M Fajri Michael ... 'HQ HOSPITALABIL .. 12345 MYR100.00  MYR 100.00

Claim SC-MY-2508-CXQQ79W7HM

Claims / Outpatient specialist / Claim SC-MY-2508-CXQQ79W7HM

< Back

Specialist claim

Claimno.  5C.MY-2508-CXQQ79W7HM

Ticketno.  1].2508-CY1VG5LF3C

= 'w ticket

Remarks Claim fully approved. demo

2 l Request adjustment
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HOW TO REQUEST ADJUSTMENT

Request Adjustment Page

m EXPLANATIONS

Click the “Adjustment Reason” dropdown menu and select a reason for the adjustment.
* Ifyou select “Others”, you must provide your reason in the text box provided.

4 Enter the final adjustment bill amount (MYR) in the field provided.
5 Click the “Next” button to proceed to the next step.
6 If you do not wish to continue, click the “Cancel” button to exit the process.

Request adjustment
Claims / Outpatient specialist / Claim SC-MY-2508-CXQQ79W7HM / Request adjustment

Request Adjustment

o Adjusted final bill details 2. Upload documents 3. Preview & submit

Adjustment reason* | Others |

| Please explain I * DISCLAIMER 3
You are allowed to cancel

Adjustment final bill amount* 4 MYR |:| . .
! and resubmit adjustment

requests, but only within 30
calendar days from the

initial claim’s Full Approval
: 20 - e
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HOW TO REQUEST ADJUSTMENT

Request Adjustment Page

m EXPLANATIONS

10

11

12

13

14

15

Attach the document requested by clicking the “+” icon to select the document.
Click the “+” icon again if you would like to attach more documents.

Tick the necessary checkbox.
Click the “Next” button to proceed the next process.
Click the “Back” button if you wish to go to the previous process.

Click the “Cancel” button to cancel the process.
Check that all the information is correct before you submit the adjustment request.

If you found there’s information that you need to be corrected on Process 1, click the “Edit” button, then it will
redirect you to the selected process page.

If you found there’s information that you need to be corrected on Process 2, click the “Edit” button, then it will
redirect you to the selected process page.

IH

Click the “Submit for approval” button on the bottom right of the page to submit your adjustment request.

Click the “Cancel” button if you wish to cancel the request adjustment.
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Request adjustment

Claims / OQutpatient specialist / Claim SC-MY-2508-CXQQ79W7HM / Request adjustment

Request Adjustment

1.  Adjusted final bill details

Please check off your uploaded documents

n | =

1. Adjusted final bill details

Adjusted Final Bill Details

Confirm adjusted final bill amount

Adjustment reason

Adjustment final bill amount

Upload Documents

Upload Adjustment Documents

v Adjusted final bill (summary and breakdown)

v Additional investigation report(s)

15 | [==]

a Upload documents 3. Preview & submit

.

D Adjusted final bill (summary and breakdown)*

D Additional investigation report(s)

10

Uplozd documents e Preview & submit

Others: Billing Error

MYR 150.00

HealthMetrics _ A Bester Benefits Experience For All_optical_fajri.pdf

o top up.pdf

12

13

14

Submit for approval

A2 DISCLAIMER 3

You are allowed to cancel
and resubmit adjustment
requests, but only within 30
calendar days from the
claim’s Full Approval date.
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CANCEL ADJUSTMENT REQUEST

In this section, you will learn how to cancel a previously submitted adjustment request if it was submitted with
incorrect information or is no longer needed.

This function is only available within 30 calendar days from the original ‘Full Approval’ date of the claim. Once
this period has passed, the cancellation option will no longer be accessible.

Claim Details Page

m EXPLANATIOIN

Click the “View” icon that has a claim “Pending approval” status with
“ "icon with a tooltip “Adjustment” on it.
You will be redirected to the “Claim details” page.

2 Click the “Cancel adjustment request” button. Then, the “Cancellation” pop-up
page will appear.
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Claim SC-MY-2508-CXQQ79W/HM

Claims / Outpatient specialist

< Back

Claim details

Claim SC-MY-2508-CXQQ79W7HM

Specialist claim

Claim no.

Remarks

Patient info

Patient

Company

Panel location

HMS Personnel

Claims

# Homepage

Claim type
& Outpatient specialist & All
Post-hospitalisation v

Dashboard

Patients Query status
Guarantee letters

Claims

Forms

Transaction no.

~ Show advanced filters

Claimno. v

Outpatient specialist & Post-hospitalisation

Claim dax.

Claims

Claim status

Claim no.

Guarantee Ix.

Type .x

Claim statu.x

Reports Q View

Q View

em [npatient
3 Q view

BAAA

Q Vview

% Health screening

SC-MY-2508-CXQQ79W7HM

Claim adjustment submitted. Others: Billing Error

Cancel adjustment request

gordon (000201-10-1111)
Riya Golden Trading A

HOSPITAL ABIL AZIZ

SC-MY-2508-.. 6/8/2025  GL-MY-SPE-2... [ |
SC-2507-6PH.. 3/7/2025  GL2s07282.. [ [
SC-2507-2CL... 1/7/2025  GL-2507-2CF... [}
SC-2506-RYT... 25/6/2025 GL-2506-RYR... [EY

Guarantee letter number

v
Billing status
All v
[® Export to Excel
Patient v Subsidiary v Panel location .

gordon (000201... Riya Golden Tra... HOSPITAL ABIL -
Elena Chong Ba... HQ HOSPITAL ABIL
Lane Glass (700... Riya Golden Tra... HOSPITAL ABIL

M Fajri Michael ... HQ HOSPITAL ABIL
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CANCEL ADJUSTMENT REQUEST

Cancellation “Pop-Up” Page

Cancel adjustment request

Why cancel?

3

4

Select the cancellation reason by clicking the “drop-down” menu.

If you select “Others” as your option, please write your reason.

Click the “Submit” button to cancel the adjustment request.

Click the “Close” button if you do not wish to cancel the adjustment request.

Others

Not needed at this time

Request wrongly (Wrongly press)
Training / Demo

Others

Close

Submit

Cancel adjustment request

Why cancel?

Others

No changes needed

Close

76




Health

This feature allows you to submit a claim even after the GL has expired, provided you meet certain conditions.

etrics

REQUEST LATE SUBMISSION

(When you did not submit the claim for check-in GL by the next working day 11.59 pm)

o Disclaimer 1

You have only 45 calendar days from the date the claim status becomes “Expired” to submit a late submission in the portal.
Once the 45-day window has passed, the system will no longer allow any late submissions.

s Disclaimer 2

Late submissions are no longer considered under a valid Guarantee Letter (GL).

This means:

There is no guarantee the claim will be approved.
The approval amount is subjected to patient’s balance in entitlement pool and employment status during claim processing stage.
If the patient is no longer active under the company or the benefit limit has been exhausted, the claim may be rejected

All claims will be processed according to the company’s internal policies.

Refer to the next page to see how to request a late submission.
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“Dashboard” View Page
EXPLANATION

Click the “Submit now” button inside the “Late submission” widget on the right of the “Dashboard
1 view”.
You will be redirected to the “Late submission” page.

HOSPITAL ABIL AZIZ (Change)

Dashboard

ALB T 123 Jalan Abil Aziz, 52100 Kuala Lumpur,
Qutpatient specialist & Post-hospitalisation Dashboard Wilayah Persekutuan Kuala Lumpur, MY

P; +60 3-7661 6229

#A Homepage

& Outpatient specialist &
Post-hospitalisation v

@ New check-in

Dashboard
Pending submission F Outstanding F 8 Late submission G
Patients
& Specialist
Guarantee letters
© Zaddilyn Leon PRINCIPAL
. 960307209698 GL-MY-SPE-2507-
Claims . .
Riya Golden Trading 13VMUQ480M3
Allergy & Immunology
Reports ) . ) ) ) ) ) Please submit by 1/9/2025 11:59 PM @
No patients waiting for you to submit their No claims require your further attention at
. claim. the moment. .
l*m [npatient & Specialist
Lane Glass PRINCIPAL
% Health screening
700223203510 GL-MY-SPE-2507-
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“Late Submission” Page

m EXPLANATION

Read all the important notes.

3 Key in the hospital bill reference number.
4 Key in the grand total bill amount.
5 Attach the detailed tax invoice by clicking the “+” icon to select the document.

Select the attending doctor by clicking the section.
6 It will show the list of doctors for you to select it.
Repeat the same process if you would like to add a doctor. Click the “x” button to remove it.

Attach the Consent & Claim Form, Diagnostic Form, Test Report, Radiology Report, or Medical Certificate by clicking the
+” icon to select the document.

7
Click the “+” icon again if you would like to attach more documents.
8 Please select the late submission reason by clicking the dropdown menu.
9 Please tick all the late submission checklists and make sure you have already attached it.
10 Click the “Submit for review” button to proceed with the late submission.
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Specialist claims
Dashbosrd / Employess | Specialist claims

< Back

You're now submi

ing the LATE SUBMISSION claim for invoice dated on:

171712025

This claim will be processed under specialist claims as a LATE SUBMISSION

Late submission is no longer under GL because the GL is already expired

Late submission is only allowed within 45 calendar days from expiry

We will take 3 to 5 working days to review your late submission

There will be no guarantee for the daim to be fully approved if the patient is inactive to the company or the balance benefits amount is zero

The claim will be processed according to the company's policies

Patient

Company

Checked-in time

Guarantee letter expiry time

Guarantee letter

Initial guaranteed amount

Hospital bill reference no. *

Grand total bill amount *

Zaddilyn Leon (960307-20-9698)
Riya Golden Trading A
177712025 12:53 PM

18/7/2025 11:59 PM

GL-MY-SPE-2507-13VMUQ480M2 (View) &~

MYR 400.00

13252637FSSG

Grand total bill amount is the final amount that is charged for entire

visit of the patient.

Exceeded amount

Please collect from patient

Detailed tax invoice *

Artending doctors *

Consent & Claim Form / Diagnostic Form / Test Report / Radiology
Report / MC*

MYR 0.00

MYR 0.00

HealthMetrics _ A Bet...

DR ABIL AZIZ

HealthMetrics _ A Bet...

HealthMetrics _A Bet...

HeakhMetrics _A Bex

V' o
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Late submission reason® I Please explain

~
~

. ~
Late submission checklist® n Signed ca'nsqnlinrm*

~
n Detailed tax invoice® ™

D Complete diagnosis form*

o]

Internet issue

Forgot to submit

Person-in-charge unavailable

Unsure how to use/access system

Too many patients/busy

New Person-in-charge/no proper handover

Dthers
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REJECTED CLAIM

A claim will be marked as Rejected when it is determined to be 100% uncovered. This means no portion of the
claim falls under the coverage of the employee's benefits or HealthMetrics policies.

Once a claim is rejected, the hospital will receive an email notification to inform them of the rejection.

Where to Find Rejected Claims:
You can track rejected claims through two channels:
» Dashboard — Go to the Panel > Rejected Claim section to view any recently rejected submissions.

* Email — You will also receive an email notification with the rejection details for your reference.

s DISCLAIMER

Rejected claims will no longer be accessible in the portal after 7 calendar days from the rejection date. Please
ensure you review and take necessary actions (if any) within this timeframe.
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WHERE TO ACCESS REJECTED CLAIMS

Via Dashboard Via Email Notification

1 2 Rejected F

& Specialist
PRINCIPAL Healthietrics
G6L-2506-U23WO0A3FFA
an Trading Allergy & Immunology
3 Viewclaim  This claim will not be accessible Reject Claim SC-SPE-MY-210604-M345 has been rejected. Please contact the patient
[ afier 7 days from rejecion date. to collect the payment

Rejected on 20/6/2025 1:09 PM ©

Dear Sir/Madam,

Remarks from HealthMetrics: Suspected fraud

& Specialist 2
PRINCIPAL 1
000C 222 GL-2506-1AB7RLQQVQB

diclogy & Angiology

[
w EXPLANATION W EXPLANATION

Focus on viewing the “Rejected” widget on the bottom right of You will receive the email from HealthMetrics when they rejected
the dashboard. your claim. Once you open the email, click the “View claim” button.

1

This shows the rejected date and time.
2 The red “Info” icon will show a tooltip that warns you of the
accessible date to view the rejected claim.

You will be redirected to “Claim details” page.

1 Then, you can view the claim rejection reason as usual.
Click the “View claim” button.
3 You will be redirected to the “Claim details” page. Then, you can Please ensure correct email address input in the ‘Administration >
view the claim rejection reason as usual. Settings’ in HMS portal to allow the claim rejection notification to

send to the correct address for the next step to be taken.
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UPDATES OF GUARANTEE
LETTER VALIDITY

To better align with specialist working hours, the validity of Initial
Guarantee Letters has been updated as follows:

etter detail
Update guarantee letter

Va I id ity Based On Ch eCk‘I n Date: 7/8/2025  corporate balance: MYR245.44558 MYR 218,907.70

9:55PM . .
cialist benefit Remarks: Approve:

13 hours ago .
coverage g By: WAN NOR HAZWANI BINTI WAN ZAKI

Once the approved IGL is checked in, the said GL will be valid until T
11:59 PM on the next working day, based on the patient's check-in ncovered R e —

reatments 9:41 PM Remarks: Approve:

date. Hospital team must submit the claim within this validity timeline. TAROUTS 360 By AN NOR HAZVANI INTIWAN 780

laim policy Approved
7/8/2025 Check-in expiry time: A/
9:41PM " Expiry time: 08/08/2025 11:59 pm |

aim history 14 hours ago Locked amount: MYR 400.00

You can view the GL validity period will be reflected in: (1) Specialist temat e
Dashboard and (2) Guarantee Letters Listing e umtne P Checkedin

7/8/2025 Expiry time: 05/08/2025 11:59 pm |
9:36 PM Remarks: Checked-in by panel.

o Disclaimer: HealthMetrics reserves the right not to honor late IR | By hdninisaor K000
submissions beyond the extended validity.
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GENERAL

The General section in the HealthMetrics Outpatient Module provides quick access to essential
hospital functions:

TAB EXPLANATION

TRANSACTION View and monitor payment records, download payment invoices, and keep track of all
completed and pending transactions. This helps the finance or admin team maintain
accurate records and streamline payment reconciliation.

DOCTOR Update or remove doctors listed in the system. Keeping the doctor list accurate ensures
smooth claim submissions and reduces errors when assigning cases or guarantees.

By regularly managing both Transaction and Doctor records, your hospital team can ensure
operational accuracy, avoid delays in claims, and maintain up-to-date information for patient care and
reporting.

The following slides will provide step-by-step guidance for each feature.
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TRANSACTIONS

HealthMetrics has updated its invoicing process: previously, all approved claims within the month were consolidated into a single invoice at month-end. This is no
longer applicable. Moving forward, each completed case, whether inpatient or outpatient, will have its own invoice generated at the end of the billing cycle. This
means every issued ticket or Final Guarantee Letter (FGL) will be tagged with one invoice (provided no adjustments are made). For example, if 10 tickets/FGLs are

issued in a week, 10 separate invoices will be generated by midnight Sunday.
STATUS EXPLANATION
B Healthlgtrics System billed to HealthMetrics,
ransactions Open pending payment from

Finance Transactions Healthlvletrics

N HealthMetrics has made the

Transaction no. Date range Transaction type payment' to CheCk bank

1/1/2025 - 14/7/2025 Nothing selected statement

Status Category
[ Expon 1o Excel e RSN
. Dale - Calegory « | Transaction type

MNothing selected -

&

©  Billing account .. Billing address na..  Balance - Total before tax  ~ Tax ~  Total
30/6/2025 | Outpatient daims Invaice MYR 100.00 MYR
N Qutpatient daims Invoice SPIT.. HOSPITALABILAZIZ | MYR 350000 weezl 4
Qutpatient dlaims Imvoice Y-2504-44DEB9-P (HOSPOOOE) HOSPIT.. HOSPITAL ABIL AZIZ MYR 4,219.00 MYR 4 -
Need help? Call us. Pring
) +60 376616229 Outpatient daims | Invaice N-MY-2502-07CIFBF  (HOSPOOOE) HOSFIT.. HOSPITALABILAZIZ | MYR 660.00 MYR 660.00
der
E2 support@anzen healthdeme -
Ticker
-
4 >

L] 4 1 T *| 10w items per page 1 _':-'Ail----
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DOCTORS

The Doctors tab allows your hospital to add, update, or remove doctors. Keeping this list up to date is
essential to ensure accurate records and avoid delays in claim or transaction processing.

A This is a HealthMetrics DEMO website
HMS Personnel

E Healthﬁ/‘\,;trics i3 English @ Logout

Yoctors

3

4 |

Name ¥ MMC registration number Creation date

1234567 211272025
23456789 217212025

Doctors

Need help? Call us
o +603-7661 6229

£ support@anzen heaithdemo
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Fill in all the required
details accordingly. If the
hospital wishes to provide
additional information, you
are encouraged to do so for
more comprehensive
records.

Reminder: Don’t forget
to click ‘Save’ after
completing all the details to
ensure the information is
successfully recorded in the
system.

DOCTORS

Create new doctor

Name *

Panel locations

None

[ ENN Clear all

Specialist disciplines

None

MMC/MDC no. *

NSR no.

University name

+ Add

Qualification

Select qualification

Registration date

Awarding year

\4
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ADMINISTRATION

this section, we will walk you through the available functions under the [Administration]
b. These settings are essential for managing user access, security, and system preferences.

Please refer to the functions listed below under Administration. Use the numbering as your
guide on the following page.

1.
2.
3.
re
4.

5.
lo

[Roles] Setting up different layers of permissions for each role
[Users] Addition and deletion of users

IRBM Mylnvois] Filling of your business registration number, tax details, and other
quired fields.

Settings] Setting up email notifications, such as the following.

[User Management] To turn on two-factor authentication. Security measures for portal
gin.
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Setting up different layers of permissions

HMS Personnel E Healthnfﬁglrics

Roles
#& Homepage Administration / Roles
-
l2m Inpatient 4
Role name

% Health screening

B General

HMS Personnel

Audit logs

IRBM Mylnvois

Settings

ROLES

i

Creation date

13/6/2025

6/6/2024
6/6/2024

B6/6/2024

3

+ Create new role

This section allows
hospital
administrators to
define user roles
and assign
different levels of
access within the
HealthMetrics
portal, ensuring
that each staff
member only sees
what’s relevant to
their function.
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USERS

Addition and deletion of users

HMS Personnel B HealthI\/\(e_trics 818 Englis @ Logout

| lepre
I\-/.’)‘\:é. f‘]

Administration Users 3

E In this section, you

4 can add new
User name v Name v Roles ¥  Email address v Active v Two-Factor Authentication (2FA) enabled ~ )
admir Administrator Admin abil_aziz@hospital.com m (%] ES hospltal Staff (eg
P— HMS Personnel  HMS Personnel @E o doctors, clerks,
JASON m o admin) to the portal
FARAH User [x)
o or remaove users

FARISHA BT MO... | User, Outpatient farisha@gmail.com

SAFIYA Admin, User, Qutpatient | safiya@healthmetrics.com m 0 Who a re n O |O n ge r
active to maintain a
secure and updated
user list.
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IRBM MYINVOIS

Fill in your business registration number, tax details, and other required fields.

HMS Personnel B Hea“h’\/\gtrics

IRBM Mylnvois

Administration IRBM Mylinvois

All fields are compulsory.

INt{s)

Business registration number (New format)

Tax Identification Number (TIN)

SST registration number (If none, please put NA)

IRBM Myinvois

Settings

You need to fill in the information for the billing account(s) that are listed below,

v HOSPITAL ABIL AZIZ

Mylinvois PIC name

Myinvois PIC email

Myinvois PIC contact number

=y

Eff English ® Logout
4 - Save
3 B Save ]

Healthcare
providers are
required to fill in
tax-related details in
this section,
including business
registration
numbers, billing
information, and
other required
fields to comply
with IRBM’s e-
Invoicing
regulations.
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SETTINGS

Setting up email notifications, such as the following.

Settings

HME Personnae

Administration Sellings

Email notification

L ma to separate muitiple emall ad

HOSPITAL ABIL AZIZ

Email addresses to send email Lo Tor linance-related matiers (invoice, siatemenis eic)

Email addressas to send email when a patient check-in is axpiring

Email addresses to send email to for ticket changes and late submissions

Email addrasses to send cutpatiant spaecialist puarantea letter notifications to

Email addrassas to send email to for inpatient-related matters joutstanding quaery reminder atc.)

Emall addresses to send Inpatient guarantee letter notification teo

Need help? Call us.

o +603-7661 6229

Email addresses to send email to for specialist-related matters (outstanding claim reminder ete.)

E suppertanzenhualthdame

HOSPITAL ABIL AZIZ Panel locaticn

Email addresses Lo send email when a patient check-in is expiring

Email addresses to send email ta for ticket changes and late submissions

Email addresses to send email for marketing purpose

Email addrasses to sand outpatiant specialist guarantes latter notifications to

Email addresses to sand amail te for inpatient-related matters [outstanding query reminder atc.)

Emall addresses to send inpatient guarantes letter notification te

Email addresses to send email to for specialist-related matters [putstanding claim reminder ate.]

This section allows
you to configure
general portal
settings, including
email notifications
for GL related
updates, claim
updates, queries, or
login alerts. Helping
your team stay
informed in real
time.
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USER MANAGEMENT

To turn on two-factor authentication for security measures for portal login.

HMS Personnel

= HealthA/\gtrics

Administration Settings

3

User management

‘ /
anorce two-factor authentication

This section
provides
additional login
security options.
Here, you can
activate Two-
Factor
Authentication
(2FA) to enhance
protection for all
users accessing
the HealthMetrics
portal.
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CONTACT DETAILS OF HEALTHMETRICS PERSONNEL

mm DEPARTMENT & POSITION TELEPHONE EMAIL ADDRESS

Abil Aziz

2 Claims Assessor
Specialists

g International Patient
Admission

4 Wahidan Jani

5 Customer Service

Support

Provider Network Manager

Claims Department: GL & Claims Matters

International Patients: (GL & Claims
Related Matters)

Cross Border Operations Coordinator:
(International Patients Dispute Related
Matter)

Portal & General Issues

016-7499304

016-699 9464

62 21-29279600
WS: 62 81-219102040

fatinnabilah@healthmetrics.com

gl@healthmetrics.com

int gl jakarta@healthmetrics.co

011-61356214

016-699 9464

m

wahidan.jani@healthmetrics.co
m

support@healthmetrics.com



mailto:fatinnabilah@healthmetrics.com
mailto:gl@healthmetrics.com
https://www.wasap.my/6281219102040
https://www.wasap.my/6281219102040
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