

TROSS Frequently Asked Questions & Answers


General Questions about the Study

What is the purpose of this study? / What is this study about?

This study is officially called the TRICARE Outpatient Satisfaction Survey (TROSS).  TROSS asks a selected group of eligible Department of Defense (DoD) healthcare beneficiaries to participate in either a mail or phone survey to evaluate their satisfaction with care received from the military healthcare system (MHS).  The TROSS collects and statistically analyzes information on beneficiary satisfaction with outpatient care recently received within TRICARE’s Direct Care and Purchased Care network of practices and clinics. For FY 2009 (October 2008 – September 2009), the TROSS will sample 625,000 beneficiaries across Direct Care and Purchased Care networks.  Monthly mail and phone surveys will assess Military Treatment Facilities (MTF)s from Direct Care and Purchased Care beneficiaries.  

The survey program provides Health Professionals and Allied Employees (HPA&E) leadership with quick, feedback every month on the satisfaction of beneficiaries with their visits to MTFs and TRICARE network providers.  The results are benchmarked against civilian results.  The survey program improves the capacity of the TRICARE Management Activity (TMA) and healthcare providers to pinpoint where services are improving according to their patients and where they are not.  The reporting is intended to facilitate beneficiary comparisons of hospitals, guide MTF quality improvement efforts, and contribute to public accountability.  The results of the survey will provide valid, reliable, and timely information, as well as comparisons to civilian benchmark data.  Data from the survey are posted twice monthly into an interactive on-line web site that is customized at the MHS and MTF level.
What is TRICARE / TRICARE Management Activity?

TRICARE is the name of the DoD's managed healthcare program for active duty military, active duty service families, retirees and their families, and other beneficiaries. All active duty military, active duty family members, and military retirees and their families are TRICARE beneficiaries under the DoD's managed healthcare program.  TMA is the agency responsible for executing, managing, and supporting DoD health and medical programs. 

What kind of questions will I be asked?


The survey is modeled after the Consumer Assessment Healthcare Providers and Systems (CAHPS) survey instrument where adults and sponsors of children are asked about either their or their child’s recent experiences as an outpatient, specifically focusing on: (1) access to care, (2) doctor or provider communication and courtesy, (3) effectiveness of the clerks/receptionists at the doctor’s office, and (4) overall satisfaction with TRICARE.  You will be asked about the experiences you had at a specific MTF and your experiences while receiving care and accessing healthcare services throughout the past year. 

How did you get my name/phone number? How was I chosen for the study?


The TROSS selects patients who had recent outpatient visits to either a MTF or a civilian healthcare facility.  You were selected as a beneficiary who had received healthcare services through either the Direct Care or Purchased Care network.  
Questions about the Legitimacy of the Study

Who is conducting this study? 

TRICARE Management Activity has contracted with the nationally recognized research firms Synovate and Altarum to collect this information. This is not a survey as covered by DoDI 1100.13, and is, therefore, exempt from formal review by the Defense Management Data Center.

The Privacy Act of 1974 (Public Law 93-579) requires the Department of Defense to inform you of the purposes and use of this survey.  

Authority:  Title 10 U.S.C., Chapter 55, Public Law 102-484, Health Insurance Portability and Accountability Act of 1996 (45 CFR Parts 160 and 164).

Purpose:  This survey helps policy makers gauge outpatient beneficiary satisfaction with the current military healthcare system and provides valuable input from beneficiaries that will be used to improve the Military Health System.

Routine Uses:  None.

Disclosure:  Voluntary.  Failure to respond will not result in any penalty to the respondent.  Your participation in this survey effort is very important.  Your responses are confidential, and your participation is voluntary.  However, maximum participation is encouraged so that data will be as complete and representative as possible.

Whom can I call at TRICARE / TRICARE Management Activity to verify this study?

TRICARE Management Activity has authorized Synovate to answer any questions you might have about the legitimacy of the study. If you would like to contact Synovate regarding the TROSS study, you may leave a message at the 24-hour, 7 days-a-week contact line at (866) 744-3235 or send an email trosssurvey@synovate.com . 
Do I have to participate? What happens if I don't? Why should I?


Your participation is voluntary.  There are absolutely no penalties for choosing not to participate.  Your participation or non-participation in this study will not affect your TRICARE benefits/payments in any way.  

The TROSS is an important study, and your answers will help us to learn about TRICARE outpatient beneficiaries’ perceptions of the care and services they receive and of improvements that can be made to ensure that beneficiaries receive the highest quality of care. We hope that you will participate. 

Who will see my answers? What happens to my answers?

No information that would permit identification of any individual will be released or published. Your answers will be kept confidential and will not be seen by anyone other than the research staff.  Published reports will not show any names.

Will my responses affect my benefits?


No. Your participation is voluntary.  There are absolutely no penalties for choosing not to participate.  Your participation or non-participation in this study will not affect your TRICARE benefits/payments in any way.  

Will my doctor be affected by my answers?


After the study is completed, a report of findings will be made available to the Department of Defense/TRICARE Management Activity. The Department will use this information to improve the care provided to all the beneficiaries that they serve.
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