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MediGuide is removing the geographical 
limitations of healthcare, its global 
network of partners and employees 
helping to bring on-demand diagnoses to 
patients in 152 countries around the world  
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I was always intrigued by the 
idea of people living longer 
and longer. In every year 

since 1983 – the year I entered the 
insurance industry – the average life 
expectancy of an individual living in 
our part of the world has extended by 
about three months.

“People are living longer, but the 
question is are they living healthier? 
When I started in the health insur-
ance sector, it was a known fact that 
around 80 percent of the medical 
expenses spent on one person would 
come in the last 12-18 months of their 
life. If you lived until 78, fourth fifths 
of your medical expenditure would 
occur between 76.5 and end of life.

“What we don’t know, however, is 
that if we now live until 85, does this 
same 80 percent come between 83.5 
and 85, or are we still suffering from 
conditions at the age of 76.5 and 
now have treatments sophisticated 
enough to treat those conditions and 
continue living?”

Paul Vermeulen, CEO of MediGuide 
International, is well aware of the 
challenging landscape facing health 
insurance companies.

Much like its fellow subsectors, 
health insurance has always been evi-
dence-based, where a statistical anal-
ysis of what has gone before is used 
to predict what will happen now and 
into the future. However, owing to the 

ongoing and rapid advances being 
made in medicine and its associated 
technologies, such a model is becom-
ing increasingly hard to manage.

“In order to keep up with every 
single new innovation, medical 
practitioners would have to dedicate 
36 hours to studying every day,” 
Vermeulen explains. “Of course, not 
only are there not 36 hours in a day, 
but doctors spend almost all of their 
time seeing patients.

“No single physician is able to 
comprehend the vast transformation 
we’re currently seeing in healthcare, 
and insurance companies are in the 
same boat, squeezed into a similarly 
difficult position where they have 
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to predict outcomes that are often 
unpredictable.

“Each new drug might be 10 times 
more effective and expensive than 
current market alternatives. Yet insur-
ance firms can only set their premiums 
based on what they know.”

MediGuide International is one 
organisation helping to navigate this 
testing environment.

A leading global health services 
firm, it proactively serves the trio of 
parties involved in this evolving health-
care dynamic – the insurance com-
panies, the hospitals and the patients 
– by finding the closest way to the cure 
through alternative insights, treatment 
protocol advice and medical second 
opinions.

Its remote services remove the 
traditional geographic limitations of 
medicine, providing patients with 
quick access to critical information on 
a range of treatment options available 
across the globe on a 24-seven basis.

Indeed, its offering has become a 

hugely important part of the global 
healthcare ecosystem.

The Chief Exec affirms: “In 95 
percent of cases where we offered 
patients a medical second opinion last 
year, there was a change in the treat-
ment protocol. In 14 percent of cases 
surgery was avoided, and four percent 
of the time the diagnosis actually 
changed.”

POWERED BY EMPLOYEES AND 
PARTNERS
So how is MediGuide International able 
to offer such valuable services around 
the world and around the clock?

A multitude of factors combine 
to uphold this customer-centric 
approach, Vermeulen first pointing to 
the dedicated team of clinical practi-
tioners ensuring it is able to cater to an 
array of countries and time zones.

“Our nurses deal with patients 
all around the world at any time of 
day,” he affirms. “They don’t work all 
day every day, of course, but you’d 
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152
COUNTRIES

10
MILLION TOTAL MEMBERSHIP 

95%
CASES RESULTING IN ALTERED 

TREATMENT PROTOCOL 

14%
CASES RESULTING IN  

SURGERY AVOIDANCE 

4%
CASES RESULTING IN A 
DIFFERENT DIAGNOSIS
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Constant innovation is our path to being a 
worldwide leading company providing 
travellers assistance for more than 48 years. 

We are available 24 hours a day 365 days a year, 
with 74 offices spread around the world, 1,300 
collaborators and medical suppliers in more than 
190 countries.

We are in constant evolution thanks to a profound 
digital transformation led by a human team eager to 
break paradigms to guarantee solutions according 
to travellers’ new needs through our providers in the 
communities where we operate.

We manage the world’s largest global network of 
highly qualified providers who are ready to solve 
a wide range of problems, from the simplest to 
the most complex ones. Our clients only need one 
contact, either by telephone, our website, or through 
our own mobile app to get in touch with us and get 
the solution they need.

Technology plays a crucial role in the travellers’ 
assistance industry since nowadays, traveling 
experience is mostly a digital experience. We are 
allies when the traveller is already in motion, and it 
is our goal to provide them with complete digital 
assistance. Therefore, we regard technology as one 
of our company’s competitive advantages. IT is a key 
ally to achieve our strategic goals and to position us 
as leaders in the market. 

We strive to always improve our services and 
products, taking into account to prioritise the 
human factor above all: How to make the traveling 
experience a more pleasant one? From there on, we 
work to provide excellent technological tools, with 
greater functionalities. 

An example of this is our APP, always updated to 
include the latest innovation in customer experience. 
This APP includes TELEMED, a remote medical 
assistance service, that allows you to have a video 
call with a physician or pediatrician any time no 
matter where ever you are. It also provides LOOP, a 
platform of augmented reality to maximise travellers’ 
experience worldwide.

Our spirit as an organisation is to be one step ahead, 
creating the future, as opposed to adapting to it. It 
is not only knowing what it is that consumers want, 
but understanding what they might wish. Innovation 
is not only technological, it is also about people and 
opportunities.

Pioneers in assisting travellers since 1972. Anytime, anywhere and for any reason.



SERVICE EXCELLENCE
MediGuide’s portfolio comprises four key service offerings. These include:

MEDICAL SECOND OPINION
MediGuide’s medical second opinions provide an alternate evaluation of a 
patient’s condition that occurs remotely, with a specialist team of expert 
multi-disciplinary physicians at world-leading medical centres helping to 
offer insight into different treatment options within 10 days.

LIFELINK
Covers all costs of travelling to world-leading medical centres on the 
MediGuide network so that patients can receive retreatment, regardless 
of location. This includes business class flights, accommodation for the 
patient and one companion and other related costs covered up to the 
value of $1 million.

NAVIGATOR
An alternate package to LifeLink, Navigator ensures the patient’s route 
from treatment to optimal healthcare outcome is as hassle-free as 
possible, using MediGuide’s cost containment and re-pricing strategies 
that can help to save considerable treatment costs, which can be 
substantial if treatment is financed with personal funds.

MEDIORBIS
A third package, MediOrbis offers on-demand telemedicine services, 
allowing patients to receive expert advice remotely from this same 
network of world-leading practitioners.

be surprised to hear the number of 
instances where our people wake up 
at 3:00am in the US to take a call with 
one of our members when its 3:00pm 
in China.

“They work relentlessly, tirelessly 
and without fail in order to assist our 
members. I’m continuously blown 
away and humbled by their efforts, 
and our customers are incredibly 
thankful for all the work that they do.”

MediGuide’s net promoter score 
(NPS) provides the best evidence.

Across all communications and 
interactions with customers last year, 
the company received positive feed-
back in 99.13 percent of cases – a fig-
ure almost unheard of in the industry.

“Our NPS score was in the 97th 
percentile in 2018, and at that time I 
thought we can only go down from 
here, right?” Vermeulen adds. “But 
amazingly, despite having doubled the 
number of cases that we took on year 
over year, our customer satisfaction 
rating actually went up.”
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Insmart

Insmart is a leading Third-Party 
Administrator (TPA) in Vietnam, 
specialising in providing healthcare 
claims administration service for the 
insurance industry, managing and 
ensuring individuals and corporate 
alike are accorded with a seamless 
health experience and timely claims 
reimbursement. Our key areas of  
expertise are:

• Third party administrator (TPA) or 
healthcare claims administrator

• Corporate employee health benefits 
administrator (EBA)

• Health and wellness administrator (HWA)

• Chronic disease management 
programme (CDMP)

As MediGuide’s exclusive distributor and 
TPA for one of its core MSO product in 
Vietnam, Insmart’s vision is to ensure 
MSO is available to all and empower the 
insured with the knowledge of disease and 
treatment protocol available to provide 
them with a peace of mind.

To find more detail of our services, please 
contact via: +84-2873-089990 (117) or 
info@insmart.com.vn

FMI

At FMI, (a division of Bidvest Life 
Ltd), we believe in listening to real 
South African’s stories to continually 
innovate and improve our products 
in order to meet our customers’ 
individual needs. 

We understand that when faced 
with a devastating injury or illness, 
our customers want peace of mind 
that their diagnosis is correct and 
that they’re getting the best possible 
treatment available. You can’t put a 
price on that. 

That’s why we partnered with 
MediGuide International to offer 
Medical Second Opinions (MSOs) to 
all our FMI individual policyholders,  
at no additional cost.

www.fmi.co.za

Aside from this esteemed work-
force, other partners are also helping 
to uphold MediGuide’s handsome 
reputation.

Organisations such as Assist Card 
in Latin America and Greater China 
and Coris in Europe are a crucial part 
of the MediGuide backbone, placing 
their unwavering trust in the com-
pany as it expands into new regions, 
despite it often taking some time for 
its value proposition to establish major 
presence.

Likewise, the company also works 
directly with world-leading healthcare 
centres and medical professionals 
across the globe, such as the Harvard 
Medical School and Boston Children’s 
Hospital, that support its on-demand 
MediOrbis service.

“The relationships we have with 
these parties are extremely impor-
tant,” Vermeulen iterates.

“To give you an example, I was at a 
family gathering on December 23, and 
received a phone call from some-
one explaining that their colleague 
urgently needed brain surgery. They 
asked us for a medical second opinion, 
and within six hours we were able to 
provide them with one thanks to the 
help of our partner MediOrbis and 
a leading neurosurgeon from the 
Cleveland Clinic in the US.

“When it’s urgent and when it’s 
really important, often under difficult 
circumstances, we know that we can 
rely on these partners, for which we 
are tremendously grateful.”

“WHEN IT’S URGENT AND WHEN IT’S REALLY 
IMPORTANT, OFTEN UNDER DIFFICULT 
CIRCUMSTANCES, WE KNOW THAT WE CAN 
RELY ON THESE PARTNERS, FOR WHICH WE ARE 
TREMENDOUSLY GRATEFUL” 

MEDIGUIDE INTERNATIONAL
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Claim Administration

Medical Second Opinion

Health Screening Administration

Genomic Screening

Tele-Health

Chronic Disease Management

Medical Concierge

To find more detail of our services: T+84-2873-089990 (117) E info@insmart.com.vn
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Paramount Health

The brain child of Dr Nayan Shah, 
Paramount Health Group started its 
journey in 1996 and today is one of 
the leading third party administrators 
(TPA) in India and a recognised 
managed care service provider in the 
global market.

With its focus on quality customer 
service and expertise in claims 
management, Paramount operates in 
165+ locations in India, touching more 
than 52 million lives. 

Our vision is to connect the healthcare 
ecosystem and its key players with 
technology, quality, innovation and 
effective medical management across 
the globe.

www.paramount.healthcare

BRIDGING THE GAP
MediGuide’s stature is not only tes-
tament to the admirable efforts of its 
suppliers, partners and employees. 
Likewise, the company’s own stra-
tegic emphasis helps to play a part 
in maintaining its leading position at 
the forefront of the global healthcare 
market.

Right now, this approach comprises 
an extensive, ongoing digital transfor-
mation. Here, the company has been 
investing heavily in streamlining and 
digitalising its services, thereby bol-
stering its customer service offering 
by introducing an app and opening up 
new channels of communication.

It has been collaborating with 
Medicus AI, for example – an enter-
prise interpreting and translating 
medical reports and health data into 
easy-to-understand insights – in order 
to overcome the barriers that it faces 
by working as a global healthcare firm.

“Let’s assume that tomorrow we 
have to set up a programme in Serbia 
for one of our insurance clients, and 
that programme includes telemedi-
cine,” Vermeulen muses. “They’ll have 
immediate access to doctors overseas, 
which would create some complexities 
owing to language barriers.

“We cannot expect that everybody 
in Serbia speaks English, so we have to 

“WE HAVE TO GIVE PEOPLE OPTIONS. IN SOME 
MARKETS THERE IS A SHORTAGE OF DOCTORS, 
OR A WAITING LIST. IF YOU WANT TO SEE A 
SPECIALIST IT CAN TAKE SIX WEEKS IN URGENT 
CASES, AND OTHERWISE MONTHS” 

 Dr Nayan Shah
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Our array of Healthcare Services

• Cross border healthcare-Inbound  
   and Outbound with 24x7x365
• Business Process Outsourcing  
   of medical claims 
• Medical Second Opinion
• Parahome Care - Provision of Healthcare  
  Services at Home 
• IT software integration and development  
  - Enhancement and Improvisations on  
     the Digitized Health Space
• Medical  Value (Travel For Non Insured)
• Servicing of Self Funded groups
• Management Consultancy services 
• Medicine Supply Services 
• Wellness Services  and Concierge Services 

401-402, Sumer Plaza, Marol Maroshi Road, Marol, Andheri (East), Mumbai 400 059, India 
Tel +91 22 40004219/216 | Fax +91 22 4000 4280 | Whatsapp No +91 7718806681 | Email travelhealth@paramount.healthcare

Welcome to the world of Paramount. This is where the essence of 
commitment, quality, and integrity blend together to offer world-class 
health services across the globe. Established in the year 1996, Paramount 
began by unfolding its Third Party Administration (TPA) services at a time 
when the concept of TPA itself was in a nascent stage. With the breadth 
and depth of experience, it has focused on resolving some of the most 
sensitive & complex healthcare problems. Maintaining highest standards 
of reliability and excellence have long been the hallmarks of its services.

With extensive competence in clinical care, healthcare technology, and a 
global resource base, Paramount has been consistently delivering best-
in-class solutions at an unrivaled cost advantage to clients from several 
domains. Wide array of services offered includes beneficiary enrollment, 
claim settlement, cashless hospitalization services, call center solutions, 
medical underwriting, and overseas support.

As globalization is rapidly shaping up the world, Paramount has expanded 
horizons to offer affordable quality care services to clients ranging from 
insurance companies, corporates, government organizations, and self-
funded groups. Having proved its competence in the world of medical 
insurance, it is now making inroads into various other healthcare services, 
such as cross border healthcare services, disease management programme, 
elder care programme, medical recruitment services, claims investigation, 
pre-insurance health checks, medical underwriting, corporate health 
portfolio management services, KPO & BPO solutions, school health 
programme, and value added health packages to name a few.

Headquartered in India, with presence in 27 states and 165 locations 
along with a robust base of medical professionals, Paramount is servicing 
healthcare needs of clients around the world. Over the years, it has carved 
a niche for itself with its superior services. The quality of venturing into 
pioneering services has enabled it to successfully service 52 million lives 
till date.

ensure simultaneous translations are 
provided. This is where Medicus AI is 
helping us.”

Another barrier stems from 
legalities.

Doctors in the US can’t order a 
prescription in Serbia because of legal 
limitations and because the names, 
recommended dosages and contents 
of drugs are going to vary across 
borders. Therefore, MediGuide has 
established a network of local partners 
around the world, ensuring it is able to 
uphold its services effectively across 
hundreds of different countries.

“Usually when people come to us 
seeking help they aren’t suffering from 
the flu,” the Chief Exec comments. 
“They usually come with life 
threatening situations, orthopaedics, 
fertility issues – a lot of different things, 
but it’s always serious.

“We have to give people options. In 
some markets there is a shortage of 
doctors, or a waiting list. If you want to 

see a specialist it can take six weeks in 
urgent cases, and otherwise months. 
So, we are trying to provide solutions 
for those in real need and are doing 
this with the help of our partners by 
expanding our digital gateway.”

Ultimately, through taking these 
strides, the company will be better 
placed to continue to help bridge 
the broadening gaps in healthcare, 
this latter topic forming the basis of 
Vermeulen’s conclusion as he ends our 
conversation with an optimistic yet 
realistic perspective.

“Look at a country like the UK. It 
spends roughly 10 to 11 percent of total 
GDP on healthcare, and has a GDP 
per capita of roughly £30,000,” he 
explains. “Now take a look at Poland 
– their GDP per capita is roughly half 
of the UK’s, and the government’s 
margins only allow it to spend around 
seven or eight percent of total GDP on 
healthcare.

“You can see how the health gap in 

different markets is growing, but we’re 
trying to offer those who have the 
capacity to buy an insurance policy 
in markets like Poland to overcome 
such situations by enabling access 
to Western European medicine at an 
affordable insurance premium rate.

“The unfortunate reality is that 
there are many people who can’t 
afford this – it’s something that’s sadly 
unavoidable. But we will always try 
to help where we can and improve 
the healthcare situations of those 
people who come to us in serious or 
life-threatening situations all over the 
world.” 

MEDIGUIDE INTERNATIONAL
Tel: +1 (302) 425 5912
info@mediguide.com
www.mediguide.com
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