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Overview Rationale & Significance

It measured the perception on PhilHealth With the implementation of the Universal Healthcare Law

from the perspectives of its members and for Filipinos, the new thrust of the PhilHealth program
service providers, through two major phases:  requires a more responsive monitoring system. Therefore,
e Client Awareness and Satisfaction Survey there is the need to establish baseline program data, its

(CASS) impact on the priority populations, and problem areas
 Intercept Interviews for Frontline Services from beneficiaries' perspective.
(IIFS)

As an input into policy planning, the survey provides
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levels of Sat|sfact|0n, awareness of members intervention, Strengthening PhlIHeaIth Capabl|ltleS fOI’ its

on PhilHealth benefits, and service delivery core functions, and enhancing PhilHealth public
position. information work, its image, and public acceptability.
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Satisiaction Survey Frontline Services
It aimed to produce national and regional statistics This was a survey of clients who availed of frontline

on member awareness and satisfaction, covering the services in the 20 PhilHealth Regional Offices (PROs)
aspects of: nationwide. The response rate was 96% where 94%
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Key Results and Statistics

was the net satisfaction
were aware of PhilHealth. rating’ according to the

94% | | Awareness level was highest in NCR CASS. Significantly higher

and Caraga Region. 86 (o) ratings were given by senior
'4 /O citizens

and  females.
e 6 o6 o o o o o o o Satisfaction rating declined
ﬂ ﬂ ﬂ ﬂ ﬂ ﬂ ﬂ w w w with socioeconomic group.
7 of 10 respondents get sufficient PhilHealth . .

information, primarily through television, friends was the net satisfaction

and acquaintances, and family. rating, according to the
' IIFS. Metro Manila gave a

were covered by PhilHealth (66.96% significantly higher rating

83% 1 = members, 16.12% as dependents). than their counterparts in
The highest coverage was in NCR, other areas. The reasons

Caraga Region, and Region 2. for the ratings were
benefits, processes, staff,

= B0/ facilities, gueueing management, and information.
Only 63% fusians mare

of those who sought medical attention used .v e : a@_u

their PhilHealth benefits during treatment. vIOI'E il ¥V /0

of the clients agreed on the positive features of
PhilHealth’s facilities, staff, and information
from PhilHealth. However, only about half of the
clients agreed on the good qualities of the e-services.

Medical personnel, hospital facilities,
assistance provided by hospital
personnel in deducting PhilHealth
benefits from the hospital bill, and the
amount deducted from the hospital

bill due to PhilHealth benefits were rated as The Iead'lng Seurce G Ph|IHea'Ith
information was the Information
excellent. iy

Desk. Clients preferred face-to-face

, of the respondents agreed that
! @ health insurance is a priority
expense of the family.

interactions to get information over
electronic means.

The CASS respondents generally recommended the improvement and expansion of the benefits. They
specifically mentioned increased deductions and no balance billing, inclusion of outpatient care, special
benefits for specific groups, widening the criteria for dependents.

The suggestions of IFSS respondents were mostly management-related, such as the website and other e-
services, complaints handling, recordkeeping, and manpower.
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