
…your healthcare needs at your 
finger tips 

Welcome to 



Etiqa+ Mobile Application
An all-in-one app which can make you smile with Fast & Easy 

solutions at your fingertips.
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Get Started with the Etiqa+ App



(1)  First Time Login

1. Tap Login to go to the Login 
page. If you’re a first-time 
user, select Create an account.

2. If you’re a first-time user, 
select Create an account.

3. Key in the necessary details 
and complete the captcha. 
Click Register to submit your 
information.

4. Enter the OTP you receive and 
click Verify to complete the 
process.



(1)  First Time Login (continued)

5. Set up your login credentials 
by keying in a username, 
password, and secret word, 
then click Confirm.

6. Your account is created. A 
verification link will be sent to 
your registered email for 
verification.

7. Check your email and click 
Verify Now to complete the 
verification.

8. Return to the app, enter your 
username, and click Login to 
access your account.



(2)  Accessing Healthcare Module

1. Tap the Healthcare icon to 
begin.

2. Key in your Policy/Contract 
Number. 

3. Your Healthcare Dashboard 
will automatically update with 
all your Healthcare 
policy/contract information.



(3)  Accessing Healthcare Services

1. Click Healthcare icon to view 
your Healthcare Benefits

2. The app will display a list of 
features available for you. 

In your Healthcare Dashboard, you have access to the following services, with 
more to be added for your convenience:

 View Annual Limit & Balance Limit

 Room Entitlement for covered members (including dependents, if applicable)

 Request Outpatient Guarantee Letter (GL)

 View real-time status of your Inpatient & Outpatient Guarantee Letter (GL)

 Find the nearest Panel Providers

 Request  for Long Term Medication delivery to your doorstep through BIG 
Pharmacy

 Access e-Consultation with a GP Doctor via DoctorOnCall



(4)  Managing Claims

1. Click the Claims icon to begin 
managing your claims.

2. To submit a claim, choose 
Submit a Claim and select 
Hospital & Clinic Bill Claim.

3. To view your claim status, 
select View Claim Status. 

Members must submit the following 
documents via eTiQa+ within 30 days of 
the discharge date:

a) Completed Medical Claim Form

b) Original Bill(s) (including a detailed 
breakdown of medications if the bill 
exceeds RM 500)

c) Original Receipt(s) – Indicate 
"Submitted to Etiqa" in blue pen 

d) Statement of the Medical Examiner 
(Medical Report) (For Inpatient cases)

e) All relevant Investigation Report(s) 
(e.g., lab report, X-ray, MRI) if 
applicable

f) Copy of NRIC



(5)  Updating Bank Details

In the event, the payment is unsuccessful due to incorrect bank details provided, customer can self update the bank account number on the app



Customer Journey | Outpatient Coverage at Panel GP Clinic

• Walk-in to Etiqa Panel Clinics.

• Refer to the list of panel clinics in the 
eTiQa+ mobile app to locate your nearest 
Panel Clinic.

• Present your NRIC and inform the clinic 
that it is covered by Etiqa.

• Clinic will register the patient based on 
the information provided.

• Clinic will verify the membership status 
on Etiqa’s Portal.

• Clinic will confirm the member’s status is 
active and the balance is sufficient.

• Doctor will proceed with treatment if 
both conditions are met.

Walk-in to Panel Clinic Member Verification Registration Treatment

1 2 3 4

!!! IMPORTANT NOTES

 NRIC Verification is MANDATORY. 
Member to pay and claim if unable to 
produce NRIC. 

 Non-Panel GP Clinic Visit only payable 

for Emergency Cases only.

!!! IMPORTANT NOTES

 If the condition cannot be treated by the 
GP doctor, upon the Doctor’s discretion 
a referral letter is to be given to seek 
specialist treatment.

 Coverage for specialist treatment is 
subject to the eligible coverage of the 
member.



Customer Journey | Outpatient Coverage at Panel Specialist

• Obtain a referral letter from the Panel 
Clinic for your first visit to a specialist.

• Call the hospital to schedule an 
appointment or go directly to the 
hospital.

• Submit request of Guarantee Letter (GL) 
from eTiQa+.

• Inform hospital registration that you are 
covered by Etiqa and present your NRIC 
or Passport.

• Provide the Referral Letter and a copy of 
the GL or show the GL from the eTiQa+ 
mobile app.

• The hospital can download the GL from 
their Porta.

• Hospital will register the patient based on 
the information provided.

• Patient to proceed to the specialist clinic

• Doctor will proceed with treatment

Obtain Guarantee Letter Member Verification Registration Treatment
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!!! IMPORTANT NOTES

 GL will not be issued for direct 
access to Hospital Emergency (A & 
E). Member to pay and submit claim 
for reimbursement consideration.

 A new referral letter is required for 
visit to specialist if the last follow up 
exceeds 3 months. 

 Take home medication is limited up 
to 1 month only for each visit.

!!! IMPORTANT NOTES

 Each GL is valid for ONE visit to the 
specialist only. 

 Follow up GL can be requested via 
Smile App by attaching your 
appointment card.

!!! IMPORTANT NOTES

 Referral Letter from Panel Clinic is 
valid for ONE month only. 



Customer Journey | Admission Guarantee Letter (IGL)

• Refer to the list of panel hospitals in the 
eTiQa+ mobile app to locate your nearest 
Panel Hospital.

• Present NRIC/Passport and inform the 
hospital  that you are covered by Etiqa.

• Sign the Guarantee Letter (GL) request 
form.

• Pay the admission deposit, if required by 
the hospital.

• Once the doctor completes the GL 
request form, the hospital will process 
the Admission Guarantee Letter (IGL) 
request.

• The hospital will then upload the request 
to Etiqa Healthcare (EHC) via Etiqa’s
Provider Portal.

• Hospital will proceed with treatment 
upon GL issuance. 

Admission Required? Member Verification Registration Treatment
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!!! IMPORTANT NOTES

 If the case is not coverable, a Decline 
Guarantee Letter will be issued. Member 
to pay and file the claim for 
reimbursement consideration.

 Hospital will be able to track GL status 
and download GL from the Provider 
Portal.

 If the patient wish to be admitted prior 
to the GL issuance, hospital may collect 
an admission deposit

!!! IMPORTANT NOTES

 EHC will check validity of the policy/ certificate, medical condition and policy/ 
certificate terms and conditions.

 EHC to issue the admission GL (IGL), if case is coverable within 30 minutes upon 
receiving complete documents. 



Customer Journey | Discharge Guarantee Letter (GL)

• Once the final bill, investigation reports, 
and final diagnosis completed by the 
treating doctor are ready, the hospital 
will process the Final Guarantee Letter 
(FGL) request.

• The hospital will then upload the request 
to Etiqa Healthcare (EHC) via Etiqa’s
Provider Portal..

• Upon receiving the FGL request and 
complete documents, EHC will review the 
final bill and issue the Final Guarantee 
Letter (FGL) within 45 minutes.

• The FGL will indicate the covered and 
non-covered amounts, indicating what 
the member needs to pay, if any. 

• The hospital can track the GL status and 
download the FGL from the Provider 
Portal.

• The hospital will deduct any non-covered 
amounts from the admission deposit or 
collect the total non-covered from the 
member.

• The member  can collect their take home
medications and is read for discharge.

Final GL Request Final GL Issuance Non-Covered Discharge
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!!! IMPORTANT NOTES

 Upon confirmation for discharge by 
the treating doctor, it takes around 
2-4  hours for the hospital to 
prepare the 

!!! IMPORTANT NOTES

 The FGL will cover 60/90 days follow up for treatment of the same ailment, with 
the same doctor at the same hospital. 



Etiqa Healthcare 24 Hours Call Center


