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Dear Healthcare Provider 
 
RE: Medscheme readiness to deal with the COVID-19 National Lockdown 
 
“This is a decisive measure to save millions of South Africans from infection and save the lives of 
hundreds of thousands of people. While this measure will have a considerable impact on people’s 
livelihoods, on the life of our society and on our economy, the human cost of delaying this action 
would be far, far greater."  
 
These were the words uttered by President Cyril Ramaphosa when he addressed the nation on 23 
March 2020 and declared the unthinkable – South Africa is going into lockdown until 16 April 2020.  
 
The extent and seriousness of the challenge we face as a country in dealing with the Coronavirus 
pandemic has been made very clear by our President’s declaration of a national lockdown, which 
begins at midnight on Thursday, 26 March 2020. If we are to flatten the curve, reduce infections, 
minimise loss of life and prevent the collapse of our already precarious health system, we would 
therefore all agree that a lockdown is absolutely necessary. 
 
Services provided by Medscheme are classified essential health services and as a company, we 
remain committed to assist our healthcare providers during this time. Over the past few weeks we 
have taken proactive steps to ensure our business is geared and ready to manage the risk posed 
by COVID-19. While our preparation had initially commenced when we anticipated the risk of the 
virus spreading into South Africa, we have had to adapt our approach over the past few weeks and 
specifically again over the past few days taking the members of our medical schemes, healthcare 
providers, facilities and our staff into consideration.   
 
Our staff are central to delivering services to your patients, hence a large focus has been placed on 
reassuring them and providing them with the necessary tools and information to protect themselves. 
More than ever before, we have called on our staff to act responsibly and go the extra mile in 
delivering services to those in need. We are a critical cog in the support system for members and 
healthcare providers alike and our staff are encouraged to embrace this opportunity to make a 
valuable contribution, whilst managing the emotional stress of the situation.  
 
To ensure business continuity, we have implemented, amongst other interventions, social 
distancing in the office and enabled work from home for administrative functions as a means to 
manage capacity with work scheduled accordingly. We are also redeploying resources whose work 
is not regarded as essential at this time to assist with essential services.  
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As a team, we are working extremely hard to minimise the impact of the lockdown measures on our 
stakeholders, however; should you experience any disruption to our usual service levels, please 
note that many of the services can be accessed via the Medscheme website. Should you need to 
call our healthcare provider contact centre, we assure you that we are making every effort to 
maintain our normal service levels despite the risk of diminished capacity. We do appeal for your 
patience and understanding in the event that service levels are occasionally not maintained. 
 
In light of the above and recognising that your practice may also experience reduced capacity during 
this time, we encourage you to take note of the following: 
 

 Please register as a provider on our website, if you have not done so already. There is a 
suite of functionalities that are available as an alternative to calling our provider contact 
centre. 
 

 Our healthcare provider call centre will not be in operation on a Saturday during the lockdown 
period, however 
 

 Self-help functions such as Benefit Confirmations are available for Healthcare Providers on 
our Integrated Voice Response (IVR) system when calling 086 111 2666. 

 

 UMS web services are available to do pre-authorisation requests for hospital admissions. 
The contact centre for pre-authorisation will be available but could occasionally also 
experience diminished capacity 

 

 Claims assessing resources are in place to ensure that claims are processed timeously and 
that you continue to be paid for your services. 

 

 Please make an effort to not submit paper claims in addition to your normal electronic claim 
submissions. Duplicate submissions will not result in your claims being processed sooner 
but will have an adverse impact by way of creating a backlog. 

  

 Be cognisant to not duplicate queries as this too will create an unnecessary backlog. We 
have a task team in place to ensure that any existing queries are cleared as quickly as 
possible so that you do not need to follow up on them.   

 

 Our claims payment runs will not be impacted and will continue as normal 
 
These are just some of the activities we have already implemented and we would like to reassure 
you, as our valued healthcare provider that we are committed to supporting you through these 
challenging times and we will continue to keep you updated.  
 
 
Yours sincerely 
 
The Medscheme Executive Team 
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