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» Message from the Chairperson
and Vice-Chairperson

On behalf of the Management Committee, we are delighted to present this annual
report of the ILO Staff Health Insurance Fund (SHIF) and contribute a few lines about
the work done by the Committee in 2019.

Just as it did last year, the Management Committee adopted a work plan for 2019
based on four main areas of work:

* SHIF service quality continues to be assessed at each Committee meeting.
Reimbursement times, access to healthcare and recognition of the SHIF by
healthcare providers - particularly for insured persons in the field, communication
and key performance indicators were all on the Committee’s agenda in 2019. Later
in this report, you will be able to read the results of the SHIF satisfaction survey.

+ Governance and accountability included drafting the annual report, implementing
the recommendations of the internal and external auditors, finalizing standardized
operational procedures and preparing for meetings of the Committee and the
Sub-committee.

+ The SHIF's financial viability remains a major issue for the Committee, which
oversaw the preparation of a new actuarial study, which is presented later in this
report, and which, unsurprisingly, confirmed the results of the previous study and
showed that an increase in resources will once again be needed to counterbalance
the continuing ageing of the population insured by the SHIF. The study also notes
that the longer we wait, the greater that increase may need to be.

+ Inter-agency activities are the fourth area of work, including concluding
agreements with healthcare providers, as well as training members of the SHIF
secretariat, dealing with IT issues and fraud detection.
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Executive Secretary

» Message from the
Executive Secretary

For the ILO, 2019 was the year of centenary celebrations; for the SHIF it was marked
primarily by the launch of SHIF Online and the first ever SHIF satisfaction survey.

The results of the survey were, on the whole, very positive, which goes to show how
important the SHIF is to those who it insures. The secretariat is proud of the results,
which have provided the motivation needed to deal with an ever-increasing work-
load. Furthermore, the survey comments included some innovative ideas, some of
which we hope will be put into practise soon.

SHIF Online has revolutionized claims submission. The process is now faster, more
reliable, and allows for more effective follow-up; SHIF Online got an immediate fol-
lowing (more than 900 claims were filed in the first two weeks after the system went
live). By the end of 2019, some 16,000 claims had been filed in under eight months,
from active members alone as retirees did not yet have access to SHIF Online.

Although, once again, the number of claims handled has been higher than ever
(52,320 claims), SHIF Online limits each claim to a maximum of five invoices of the
same currency, which means that this figure is not comparable with the number
of claims processed in 2018 (43,875). The number of invoices reimbursed is, how-
ever, comparable, and has increased by 7 per cent (163,000 in 2019, compared
with 153,000 in 2018). The interpretation of these figures, and the day-to-day work
situation experienced by the secretariat show that SHIF Online has enabled some
colleagues, previously disenchanted by the complexity of the paper submission
process (mailing times, follow-up, etc.), to - at last - have their medical expenses
reimbursed.

The heavy workload meant that I was only able to conduct one field visit in 2019, to
Abdijan, but am hoping to go to Asia as soon as possible. At the same time, since the
beginning of 2019 we have been working on launching a network of SHIF-specific
service providers, and a joint request for proposal (RFP) with the United Nations
Office at Geneva and the World Health Organization is being set up.

Despite the additional workload, the staff, the number of whom has remained
unchanged, has succeeded in reducing the average reimbursement time from
22 days in 2018 to 16 days in 2019, which is the best result this key performance
indicator has seen. I would like to express my appreciation to them, and to you.
Happy reading!






» The SHIF at a glance

More than 160,000 invoices reimbursed,
52,000 claims received from more
than 150 countries

Insured persons

12,200

Contributing
members

6,000

Dependents,
spouses
and children

Officials Former
officials

2L 2,400 6,200

us$48 million reimbursed
65 % for healthcare in Switzerland
10% in France



» Distribution of insured
persons by country
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» Management Committee
composition in 2019

Pursuant to article 4.1 of the SHIF Regulations, and following elections of the repre-
sentatives of insured persons in 2017, the Management Committee was composed
of the following titular and substitute members, representing insured persons and
the administration:

Titular members representing insured persons:
Mr. Pierre Sayour, Ms. Catherine Comte-Tiberghien and Ms. Mireille Ecuvillon.

Substitute members representing insured persons:
Mr. Simon Brimblecombe, Ms. Elisabeth Fombuena and Ms. Azza Taalab.

Titular members representing the administration:
Mr. Tilmann Geckeler, Mr. Luca Bormioli and Mr. Fikri Gurzumar.

Substitute members representing the administration:
Mr. Sietse Buijze, Mr. Giuseppe Zefola and Ms. Anne Drouin.

For 2019, the Management Committee elected:
Mr. Pierre Sayour as its Chairperson and et Mr. Tilmann Geckeler as its Vice-
Chairperson.

Pursuant to article 4.7.2 of the SHIF Regulations, the Standing Subcommittee
was composed of Mr. Pierre Sayour, Ms. Elisabeth Fombuena, Ms. Mireille Ecuvillon,
Mr. Tilmann Geckeler and Mr. Fikri Gurzumar.
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» Actuarial study

Article 3.10 of the SHIF Regulations stipulates that an actuarial study should
be conducted at least once every three years. Since the last actuarial study was
conducted in 2016 (based on the financial situation as at 31 December 2015), the
Management Committee decided that a new study should be conducted.

The actuarial study gives projections for SHIF expenditure and income over
the coming ten years, based on a series of actuarial assumptions, including
developments in medical inflation, salaries and mortality rates.

The results show that expenditure will increase over the coming ten years at a rate
similar to that of the past ten years. Contributions will also increase, but not at the
same rate, which will increase the deficit (contributions received minus benefits) and
a reduction in the SHIF Guarantee Fund.

The actuaries presented two main projections: a base, conservative projection and a
more positive one. Under the base projection, the Guarantee fund would fall below
the statutory minimum in 2027, while under the more positive one, it would remain
above the minimum until 2029.

At the request of the Management Committee, the actuaries also presented
additional projections, quantifying the impact of certain specific changes, such as an
increase in contributions, the inclusion of interns and some short-term staff in the
SHIF, the exclusion of long-term care from supplementary benefits, and a change
in the coverage threshold for part-time staff. The study also shows the potential
impacts of a sudden drop in the value of the United States dollar in 2021.

Although these dates may seem far off, decisions on how to proceed will have to be
taken soon; leaving them to the last minute would doubtless mean that more radical
measures would be needed, which the Management Committee would like to avoid.

In the spirit of transparency, and as with the previous actuarial study, the
Management Committee has decided to publish the study, which can be accessed
here: https://www.ilo.org/dyn/shif/website.file_open?p_reference_id=216.
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» SHIF Online

Staff can access SHIF Online from the ILO Intranet homepage, or by visiting
shifonline.ilo.org, using their usual login details or, in the case of retirees, using a
dedicated username and password. SHIF Online is a personalized service, and your
key information, including your dependents, is pre-filled.

Here is a reminder of the main advantages of using SHIF Online:
» Quick and simple access for filing claims;
» Data security and confidentiality;

» Accessible at all times, from any device and any internet connection, in
English, French and Spanish;

» The status of claims can be easily monitored;

» Dental and optical care credit can be checked;

» The site contains an archive of ten years’ worth of claims and invoices, easily
searchable by date, amount and patient name.

= Intranet [0 aclaimv Myclaims My imoices ¥ Admin v

HOW WILL COVID-19 AFFECT REIMBURSEMENT OF MY SHIF
CLAIM?

SHIF staff inue ta your claims during
work from home policy at ILO HQ.

t ou may continue to call the SHIF

Staff Health Insurance Fund Recaption by phone at +41.22,793,8818

or email to:

B SHIF@Ilo.org for your questions about claims and coverage
= la.arg for your h

CORGNAVIRLS COVID-19 Information for SHIF insured By postal mad to SHIF, International Labour Office, Case postale
500, 1211 Geneva 22, Switzerland

pocoenee  [ESE—
Rules of the SHIFSHIF Regulations -
2018 Editian (English)
Paying member Adam APPLE (197851}
LATEST | INPROGRESS  STATUS S LB AR m
Birth date 01 january 1970 Guide 1o SHIF Online
Na recards found Balance of advances due @  0.00 USD
View all claims submitted this year » Supplementary benefit 9.549.27 USD A
threshold (2020) @ ENewstetter 2019 n*1
Tatal reimbursements. 0.00 USD
(2020 [ Currency converter tool

Medical evacuation and transpartatian
for medical purpase (IGDS Ko 341)

Adam APPLE 0.00 USD 00050 31 Dec, 2020

Jpdia P pweord, ernail 1341
According to Article 2.13 of the SHIF Administrative Rules, the 00 Possword, emallar namess

exchange rate of reference from 1 January 2009 is CHF1.30 1o
US$1.00. As & result, credits may uctuate,

We strongly recommend using SHIF Online as this is the quickest and most efficient
way of submitting claims. That having been said, paper-based claims can still be
filed using the standard form. Claims filed through SHIF Online do not need to be
submitted on paper, and any paper-based claims will show in SHIF Online after
processing.
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» Advice and tips
for using SHIF Online

Group your invoices by patient, and then by currency, scan or photograph your
documents so that they are ready to upload in one of the following formats: jpeg,
jpg, png, xls, xIsx, doc, docx or pdf. Check the quality of the scans and make sure
the document is the correct way up. Scan one invoice at a time. Do not forget
that you will need to keep the originals for five years, in case we need to look
at them.

A claim should only contain invoices for one insured person and must only contain
invoices in one currency.

A maximum of five invoices should be submitted per claim: do not add several
invoices together. Do not separate invoices by treatment type. Simply select the
most prevalent type of treatment. If necessary, we can reassign the claim to a diffe-
rent treatment type according to our rules. You can add two additional attachments
per invoice (such as a prescription and a payment receipt); each attachment can
be up to 5Mb. Prescriptions for medication and physiotherapy should always be
uploaded together with pharmacy receipts or physiotherapists’ bills. Repeat pres-
criptions should be uploaded every time they are used.

Save or submit: You can submit your claim or save it to finish it later. If you have a
weak Internet connection, it is advisable to save each time you upload an invoice.

Confirmation: You will receive an email confirming receipt of each claim filed. You
will also receive an email if your claim, or any part of it, has been rejected. Please
read the comments and resubmit a new claim if necessary. You will receive an email
to let you know that your claim has been processed.

Please be aware that, for technical reasons, secondary insurance claims cannot be
submitted through SHIF Online. These should be submitted using the paper form.

» Please send any queries to shifonline@ilo.org.

General presentation
» https://youtu.be/dIZKylL]OdYg

How to submit a claim
» https://youtu.be/SjAuYqiqlyg
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» SHIF satisfaction survey

The SHIF has conducted its first ever satisfaction survey, which was distributed
to SHIF members electronically between 12 September and 1 October 2019, with
support from the Business Innovations Unit (BIU).

We received 1,786 replies (and more than 1,600 comments), which exceeded our
expectations and constitutes one of the highest response rates to an ILO survey.
Nearly a third of all staff members participated, as did over half of the retirees for
whom we had a valid email address.

The services provided by the SHIF received very positive feedback, with satisfaction
rates varying from 59 to 87 per cent. The highest levels of satisfaction were
noted for SHIF Online and the reception desk (87 per cent each). The survey also
confirmed the areas where we need to continue to improve, which include the
speed at which claims are processed and the quality of answers to your queries.

» Overview of satisfaction levels

Submission of  How satisfied are you with the process of submitting a claim 87 7
claims and online (SHIF Online)?
reimbursement

I“
>|

How satisfied are you with the process of submitting a claim on paper?

n
v

How satisfied are you with the time it takes for a claim to be paid?

Information by
telephone:
+41227998818 How satisfied are you with the information provided by the
SHIF telephone service?
How satisfied are you with waiting times and availability
when calling the SHIF?

=

H

How satisfied are you with your experience of calling the SHIF?

-

II :
n
~n

Email: o . ) "

shif@ilo.org How satisfied are you with your experience of emailing the SHIF? 70 18
How satisfied are you with the information you received? 70 17
How satisfied are you with the response times to queries 21
sent by email?

Reception How satisfied are you with your experience of visiting the “ 4

desk SHIF reception desk?

How satisfied are you with the information provided by the SHIF
reception desk?

How satisfied are you with the waiting time at the SHIF
reception desk?

How satisfied are you with the SHIF reception desk opening hours?

)
H\.

v
w

o
w
w

W unsatisfied (including quite unsatisfied and very unsatisfied)

Unsatisfied (including quite unsatisfied and very unsatisfied)

» You can find the main results of the satisfaction survey on our website
using this link
https://www.ilo.org/dyn/shif/website.file_open?p_reference_id=274
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» Contact the SHIF

» Call the SHIF
+41 22799 88 18

» For general enquiries or questions regarding claims submitted on paper

shif@ilo.org

» For matters relating to access to SHIF Online or claims submitted through
SHIF Online

shifonline@ilo.org

» For medical issues requiring a consultation with the medical adviser

shifmedicaladviser@ilo.org

» For membership enquiries

shifaffiliations@ilo.org

The emergency telephone number is: +41 22 819 44 14

(You will be asked for your telephone number and called back immediately).

The emergency telephone number should only be used outside SHIF office hours if
you are in an emergency situation (you or a member of your family requires urgent
hospitalization) or if a SHIF hospitalization guarantee letter has been rejected.

» Reminder: the emergency number is on the back of your membership card.

mwﬂall—m‘lhﬂ

Internacional del Trabajo
4mumm1 Geneva 22, Switzeriand /
CH-1211 Genéve 22, Suisse / 1211 Ginebra 22, Suiza

Secretariat / Secrétariat / Secretaria: +4122 799 85 07
Fax: +4122799 61 02
E-mail: smnmg
1Da.m.lo

Reception desk / Bureau d’accueil / 2n.m.en

7 Oficina de acogida ﬁg“ﬂﬂﬂ%u
ERGENCYI UHGENCEIUHGENCIA
Only outside Sime)/Sedement en denors +41 22 81944 14

hhmtdﬁ-mmm

arty

s o Al
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» Financial situation and Guarantee Fund

The statements of assets and liabilities and the statement of income and expendi-
ture are contained in Appendices I and II.

In accordance with article 3.8 of the Regulations, the level of the Guarantee Fund
must be between one sixth (= six months) and one half (= 18 months) of the Fund'’s
expenditure over the previous three financial years.

At 31 December 2019, the balance of the Guarantee Fund had increased to US$61.8
million, an increase of almost US$7.5 million, which was the amount transferred
to the International Telecommunication Union in accordance with the arbitration
award.

» Figure 1. SHIF Guarantee Fund

80

70
e

60
50
40
30
20
10

0

2012 2013 2014 2015 2016 2017 2018 2019
M Guarantee Fund Statutory minimum H statutory maximum®* *in millions of US dollars

Source: ILO SHIF 2020

» Trends in expenditure and contributions

Total benefits paid amounted to US$47.3 million, which is 1.7 per cent lower than
in 2018. At the same time, total contributions increased by 2.1 per cent, reaching
US$49.1 million. This increase was, in part due to the decision issued by the ILO
Administrative Tribunal on 4 July 2019 regarding post-adjustment in Geneva. Part
of the contributions corresponds to contributions that should, in fact, have been
paid in 2018. Figure 2 shows the trends in total benefits paid since 2012 and total
contributions received.
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» Figure 2. Trends in contributions received and benefits paid between 2012 and 2019
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Source: ILO SHIF 2020

» Trends in membership

At 31 December 2019, the SHIF insured 12,254 people in 133 countries. Of these,
49 per cent were in Europe (32 per cent of whom in Switzerland and 7 per cent
in France), 25 per cent were in Asia, 17 per cent in Africa and 9 per cent in the
Americas. Other than Switzerland and France, the main countries are Italy (5 per
cent of SHIF members), Thailand and Bangladesh (3 per cent) and Viet Nam, Peru
and India (2 per cent).

Figure 3 shows trends in membership over recent years. At 31 December 2019,
471 people (parents, spouses and children) had voluntary coverage.

» Figure 3. Number of persons insured* 2009-2019

12,000

11,000
10,000
9,000
8,000
7,000
6,000
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4000 |+ f—rfd — 0 —
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2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019

Total contributing members (current and former staff members) M Insured dependents (spouses and children)

* Excluding those with voluntary coverage Source: ILO SHIF 2020
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» Benefits statistics

As shown in figure 4 below, benefits paid to reimburse costs incurred in Switzerland
continues to account for around two-thirds of total benefits paid, followed by
France, which accounts for around 10 per cent.

» Figure 4. Distribution of benefits by country in which treatment took place (2019)

65% 25%

B Switzerland France [l Other

Source: ILO SHIF 2020

In 2019, benefits paid per contributing member were US$7,948, which was 5 per
cent less than in 2018. The benefits paid per insured person (all those covered by
the Fund) were US$3,868, also 5 per cent less than in 2018.

Over the course of the year under review, medical care provided in hospitals
constituted the largest single item of expenditure, accounting for 37.5 per cent
of total SHIF pay outs in 2019. Nursing care (mostly long-term) amounted to 12.1
per cent, followed by doctors’ fees and medication costs (11.3 per cent and 7.4 per
cent, respectively), while dental treatment represented 6.5 per cent of the total. It
is interesting to note that the new codes created in 2016 and 2018: screening, vacci-
nations, contraception, alternative medicines and medically assisted reproduction
accounted for 2.4 per cent of SHIF total expenditure.

> > Appendix III gives a detailed overview of spending.

» Claims for reimbursement

In 2019, the Fund’s claims adjusters processed 52,320 claims (ILO and Turin
Centre combined), compared with 43,789 in 2018, an increase of 19.5 per cent.
This increase in the number of claims is not a significant indicator this year, since it
has been impacted by the launch of SHIF Online, which has reduced the number
of invoices submitted per claim.
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Conversely, the 6.8 per centincrease in the number of invoices examined (163,178
in 2019 compared with 152,845 in 2018) shows that the SHIF's volume of work
increased substantially in 2019. While the average number of invoices per claim
was 3.1 - a reduction from 3.5 in 2018 - the average number of claims filed per
SHIF member has increased (4.3 in 2019 compared with 3.7 in 2018). These two
indicators have, however, been impacted by the launch of SHIF Online.

It should also be borne in mind that since SHIF Online was launched, claims sub-
mitted by colleagues in Turin are now processed by the SHIF secretariat in Geneva,
rather than by the human resources team in Turin, which has meant an automatic
increase of 2 per cent in the number of claims received in Geneva.

The introduction of SHIF Online for current staff members has also affected the
distribution of the number of claims filed: the total number of claims is markedly
higher for staff. The average number of invoices submitted per claim, however, is
five for claims filed on paper, as opposed to two for claims submitted using SHIF
Online.

» Figure 5. Number of claims submitted by membership type in 2019

Retirees and survivors
(including their dependents)

36.5% 63.0% Active staff members

(including their dependents)

External members with
voluntary cover

0.5%

Source: ILO SHIF 2020

» Reimbursement times

Figure 6 shows monthly trends in reimbursement times (calculated as the number
of days between receipt of the claim by the SHIF and its processing) over the past
two years.
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» Figure 6. Trends in average claim processing time (in days)
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» External Audit

The Auditor General of the Philippines carried out an audit of the accounts for the
2019 financial year as part of the overall audit of the ILO financial statements. The
aim of the audit was “to check that contributions were accurate and complete,
claims paid were accurate and complete, the estimate of claims incurred but not
received was correct, and that the SHIF Guarantee Fund was in compliance with
the respective authority”. In line with article 4.14 of the SHIF Regulations, a report
containing the External Auditor’s conclusions was presented to the Management
Committee.

» Meetings of the Management Committee

The Management Committee met six times in 2019. It monitored the work of the
secretariat and the SHIF's financial situation.

» Meeting of the Standing Subcommittee

The Standing Subcommittee met once in 2019 and examined four special cases.

» Cases of fraud

Three suspected fraud cases were submitted to the internal auditors in 2019.
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PV A committed, motivated and
optimistic team, for a sound

and united Fund, that is supported
by its members.
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Appendices I

» Appendix |. Assets and liabilities statement,
as at 31 December 2019 (in us dollars)

» ILO Staff Health Insurance Fund
Assets and liabilities statement as at 31 December “m

Cash Term deposits - -
Debtors Advances and other accounts receivable 1,266,679 1,387,135

Other debtors 750,349 (88,657)
Investments Held with Aberdeen Asset Management 72,835,776 68,772,240

Derivative assets 798,031 (85,302)
Other Accrued investment income - 300,583
Total 75,650,835 70,285,999
Creditors Prepaid contributions 678,070 689,114

Other creditors 171,091 323,569
Accrued liability from 13,000,000 13,000,000

unsettled claims

Total 13,849,161 14,012,683

Excess of assets over liabilities 61,801,674 56,273,316

Balance brought forward from previous year 56,273,316 64,167,257
SHIF Guarantee Fund transferred to the ITU - (7,516,741)
Total surplus/(deficit) for the year 5,528,358 (377,200)
Reserve and Fund balance at 31 December 61,801,674 56,273,316

_24-



» Appendix Il. Income and expenditure statement
for the year ended 31 December 2019 (in us dollars)

» ILO Staff Health Insurance Fund

Income and expenditure statement

Operating transactions

Active staff 12,231,934 12,231,934
Active staff - Organization 12,123,552 12,123,552
Contributions received | Retirees/survivors 7,319,568 7,319,568
Retirees/survivors - Organization 14,639,135 14,639,135
Voluntary cover 1,904,697 1,904,697
Total contributions 49,093,925 48,218,886
Active staff 13,164,832 12,033,570
Retirees/survivors 32,213,829 34,693,243
Prestations payées
Voluntary cover 2,017177 1,508,328
Minus: recoveries from third parties (94,006) (102,889)
Total benefits 47,301,832 48,132,252
Net surplus (deficit) of contributions received over benefits paid 1,792,093 86,634
Increase (decrease) in accrued liability for unsettled claims (503,438) -
Exchange gains (losses) (128,050) (83,420)
Other expenses (102,138) (38,389)
Net operating surplus (deficit) 1,058,467 (35,175)
Interest and other income received 414,807 1,451,437
Capital gains (losses) on investments sold 1,925,646 (398,707)
Unrealized gains (losses) on investments 2,519,435 (44,520)
Subtotal 4,859,888 1,008,210
Gains (losses) on
currency trading Currency purchase and sale (31,425) 994,166
Subtotal (31,425) 994,166
Total investment income 4,828,463 2,002,376
Expenditure: Investment management fees 270,654 210,824
Total investment expenditure 270,654 210,824
Net income (losses) from investment 4,557,809 1,791,552
Net surplus (deficit) 5,616,276 1,756,377
Revaluation gain (loss) on assets (87 918) (2133577)
Total for the year 5,528,358 (377,200)
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» Appendix lll. Benefits statistics 2010-2019

(Including supplementary benefits - in US dollars)
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SHIF

ILO Staff Health Insurance Fund

International Labour Organization
4, route des Morillons,

CH-1211 Geneva 22

Switzerland

T: +41.22.799.8507
SHIF@ilo.org


http://SHIF@ilo.org
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