
Status Updates at every process 
step / interval will be sent to 

customer via email / SMS. 
Customer can also check on 

(GMC) Portal and Mobile App.

Cashless Management
Customer needs 

medical treatment 
Type of 

Treatment

Emergency

Planned

Hospital verifies customer details 
and sends pre-auth by email to 

SBIG Health 

Customer calls the SBIG 
Health 24 / 7 Call Center on a 

Toll-Free Number

Call centre executive 
informs the customer about 
the nearest network hospital

Approval Denial Query

Authorization Letter sent 
to  Hospital by SBIG Health

Hospital to send the documents
 and bills to SBIG Health for 

payment.

SBIG Health to process the 
payment as per 

Authorization letter.

Denial Letter sent to
 Hospital by SBIG Health

Hospital admits the patient
as Cash Patient and

 patient pays the Bill and may 
claim for reimbursement.

Query Letter sent to
 Hospital by SBIG Health

Hospital  reply via email for 
queries asked by 

Medical Processors

After the treatment; patient pays the 
non-medical expenses and takes the 

discharge from the hospital.

Decision by 
SBIG Health

Customer Communications 



Reimbursement Claims Process

Customer sends the claim 

documents for reimbursement 

via various sources

Preliminary scrutiny of claim    
- Policy Benefit        
-Date of Loss
- Mandatory Documents

Deficient
(More documents required)

Approved
(Payable under policy)

The required documents 
collected from the hospital with 

information to customer

Deficient documents 
received

Amount transferred 
through NEFT

Courier / 
Branch

Source

Deficient documents 
not received

Claim assessed with 
available documents 

Repudiated
(As per policy conditions)

Repudiation letter 
sent to the customer

Documents received at SBIG 
Office 

Documents handover to DMS 
team for segregation, inward & 

scanning of the documents.

Web / Portal
(Only for GMC)

Status Updates at every process step / 
interval will be sent to customer via 

email / SMS. Customer can also check 
on (GMC) Portal and Mobile App.

Customer Communications 
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