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Medical Approvals Management Questionnaire

Research Title: Impact of Administrative Practices and Communication Quality Between Service Providers and

Insurance Companies on Medical Approvals Effectiveness

Target Audience: Employees in medical approvals and claims departments at hospitals and insurance

companies, and relevant physicians.

Instructions: Please answer all questions honestly. Your responses are confidential and will be used for

research purposes only.

Part 1: Demographic Information

Please check (V) or fill in the appropriate response:

1. Workplace:

e [Jinsurance company

e [ Government hospital

e [ Private hospital

2. Job Title:

e [ Treating physician

e [ Medical approvals staff

e [ Claims staff




e []Administrative / Department manager

e [ Other (please specify):

3. Years of experience in health insurance / medical approvals:

e [lessthan1year

e []1-3 years

o [l47 years

e [IMorethan7 years

4. Geographic Region:

[ Riyadh

[] Makkah (Mecca)

[] Fastern Province

L1 Other regions (please specify):

Part 2: Survey Questions

Response Scale:

® 1=Strongly Disagree

® 2=Disagree

3 =Neutral

4 =Agree

5 = Strongly Agree

Please circle or mark the number that best reflects your opinion for each statement.




Axis 1: Administrative and Organizational Practices

Statement

There are clear written policies and procedures for managing medical approval

requests at my workplace.

Policies and procedures for medical approvals are updated periodically based on

market and regulatory changes.

Tasks among approvals staff are distributed systematically to avoid duplication of

work.

There is a clear mechanism for workload distribution among employees to

reduce pressure and backlog.

An organized electronic system is used for registering and tracking medical

approval requests.

A standard response time is defined for medical approval requests and it is

adhered to.

There is a clear escalation process for cases with delayed responses or disputes.

All decisions related to medical approvals (approve/reject/request additional

info) are fully documented.

Job aids or operational guidelines are available for staff working in medical

approvals departments.

Senior management at my workplace prioritizes and supports improving medical

approval processes.




Axis 2: Communication Quality Between Service Providers and Insurance Companies

No. | Statement

Communication channels between hospitals and insurance companies (phone,

email, electronic platforms) are clear and known to all parties.

Inquiries from service providers/insurance companies are responded to in a

timely manner.

Information required for medical approvals is sufficiently clarified by the

insurance company.

Communication between hospital approvals departments and insurance

companies is conducted professionally and respectfully.

Standardized forms are used for medical approval requests between hospitals

and insurance companies.

When a request is rejected, the reason for rejection is clearly explained and

understandable.

Direct communication channels (such as dedicated phone numbers or emails)

are available for following up on urgent cases.

There is good coordination between treating physicians and the approvals team

within the hospital itself.

Work overload and case pressure negatively affect the quality of communication

between service providers and insurance companies.

Poor communication between treating physicians and the approvals team within

the hospital leads to delays in completing requests.

Axis 3: Data and Document Quality in Approval Requests




Statement

Medical approval requests typically contain complete and clear clinical data.

Many rejection cases result from missing medical or administrative information

in the request.

A clear checklist exists for the required documents for each type of service or

medical procedure.

Staff are trained on how to properly complete forms and attach required

documents.

The electronic system used facilitates attaching medical reports, images, and lab

results with the request.

Requests are internally reviewed at the hospital before being sent to the

insurance company to ensure completeness.

Request submitters are notified of data or document errors so they can be

corrected and prevented in the future.

Requests are often rejected for reasons that could be corrected administratively

without valid medical justifications.

Axis 4: Effectiveness of Medical Approvals Management and Impact on Treatment Plans

No. | Statement 1

Medical approvals are obtained in a timely manner without delaying the patient's

treatment plan.

Delays in medical approvals often lead to postponement of treatment or

necessary tests.




Current medical approval processes negatively impact patient satisfaction with

healthcare services.

High rejection rates erode patient trust in the health insurance system.

Current medical approval processes increase the administrative burden on

physicians and staff.

The NAFIS system has contributed to speeding up the completion of some

reguests‘

The NAFIS system has caused some delays or additional complexities in the

approval process.

Improving approval processes will enhance patient quality of life and reduce

their suffering from waiting.

Axis 5: Training and Capacity Building

Statement

| have received formal training related to medical approval procedures in the past

two years.

| have received training on effective communication skills with counterparts

(service providers/insurance companies).

The training | received helped me reduce errors in completing forms or reviewing

reguests‘

There is an urgent need for more training courses for staff in approvals and

claims departments.




Poor staff training clearly contributes to increased rejection rates due to

administrative causes.

The management at my workplace encourages attendance at courses and

workshops related to health insurance.

Axis 6: Overall Satisfaction and Recommendations

No. | Statement

| am satisfied with the level of cooperation between my workplace and

counterparts (insurance companies/hospitals).

Current medical approval processes are considered effective and serve the

patient's best interest.

Improving administrative communication can significantly reduce rejection rates

and delays.

| believe in the importance of having a unified administrative and

communication framework among all stakeholders in the health insurance

sector.

Part 3: Open-Ended Question (Optional)

What are your top three suggestions for improving medical approvals management and communication

quality between service providers and insurance companies?
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Abstract yazlll-

Background:
Efficient management of medical authorizations is critical to the performance of the Saudi health insurance
sector. This study evaluated the impact of administrative practices and communication quality between

healthcare providers and insurers on authorization effectiveness.

Methods:

A descriptive analytical study was conducted among 140 healthcare workers across Saudi Arabia using a
structured electronic questionnaire (46 items; five-point Likert scale) based on a modified SERVQUAL model. Six
domains were assessed: administrative practices, communication and coordination, data quality, effectiveness of
medical approvals, training, and overall satisfaction. Data were analyzed using R (version 4.5.2) with one-sample

t-tests, one-way ANOVA, and cross-tabulations.

Findings:
Overall evaluation indicated moderate satisfaction (mean 3.42; p<0.001 across domains). The highest-rated

domains were effectiveness of medical approvals (3.63) and overall satisfaction (3.54), whereas internal

coordination (2.88), training (3.28), and data quality (3.26) were lowest. The highest-rated item was the perceived

impact of improved approvals on quality of life (4.19). No significant differences were observed by gender,
workplace, job role, or experience; however, greater experience was associated with higher cumulative ratings,

while authorization staff reported lower data quality scores.

Interpretation:
Medical authorization processes are generally effective but limited by gaps in coordination, training, and data

quality. Addressing these areas may improve system efficiency and patient outcomes.
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