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Brainteaser 
What word or phrase is represented below?

My treat

Riddle
What comes once in a minute, twice in a moment, but never in a thousand years?
The letter M

M T
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Module Objectives
Show slide #2  ● List the online resources available to TRICARE beneficiaries

 ● Recognize the online resources available to BCACs and 
other MHS support staff

 ● Identify the mobile applications available to TRICARE 
beneficiaries 
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Show slide #3

If you serve in a customer service role, you will likely find the following online resources invaluable in finding and 
providing information and assistance to beneficiaries. Sometimes, you may be looking for benefit information 
from an official perspective. In these cases, use the TRICARE Manuals website (covered in Section 2.5 of this 
module). Other times, you may need to help a beneficiary navigate a website or register for self-service options. 
Please consider the web as the go-to source for help in educating yourself and the beneficiaries you serve.

1 .0 General Online Resources for TRICARE Beneficiaries and Customer Service 
Staff

1 .1 TRICARE Website (www .tricare .mil) 
The TRICARE website is the definitive and authoritative online source for TRICARE information. The home 
page features a simplified profile entry to give beneficiaries the best possible user-experience. After entering 
their profile by answering three questions, beneficiaries receive health care information that is tailored to them, 
including sections on Costs, Medical, Dental, Vision, Prescriptions, Mental Health and Behavior, and Life Events. 

The home page features:
 ● Direct access to the Plan Finder for beneficiaries who need help learning what options are available to them
 ● A search tool for covered services (Visit www.tricare.mil/medical and select the “covered services” tab.)
 ● News and announcements regarding the latest TRICARE updates 
 ● Quick access to TRICARE’s other web portals which include links for staff, providers, vendors, and the media 

Direct links to useful information within the website include:

www.tricare.mil/overview www.tricare.mil/vision
www.tricare.mil/costs www.tricare.mil/pharmacy

www.tricare.mil/medical www.tricare.mil/mentalhealth
www.tricare.mil/dental www.tricare.mil/lifeevents
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Show slide #4 1 .2 TRICARE Online Website (www .tricareonline .com)
TRICARE Online is a secure web portal that offers registered users:

 ● Announcements and news features 
 ● Access to general health information 
 ● Information on available benefits and services 
 ● MTF and regional website information 
 ● Drop-down navigation menus

TRICARE Online authorized users receiving care through a military treatment facility (MTF) can also:
 ● Schedule MTF appointments online (Prime enrollees only) 
 ● Access personal health information
 ● Use pharmacy tools
 ● Check medications
 ● Access military staff applications 
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Show slide # 5 1 .3 Military Health System (MHS) Website (www .health .mil) 
Health.mil is the official website for the MHS. It features medical news from the following entities:

 ● Air Force Medicine
 ● Army Medicine
 ● Coast Guard Medicine
 ● Navy Medicine
 ● Public Health Service
 ● TRICARE Management Activity
 ● Uniformed Services University of Health Sciences 
 ● U.S. Department of Health and Human Services (DHHS)
 ● Veterans Affairs (VA)

The website also contains a blogging feature that enables MHS support staff and other users to share information 
online. 
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Show slide #6 1 .4 Media Center (www .tricare .mil/mediacenter)
The TRICARE Media Center is a website for beneficiaries, journalists, and news media to view basic information 
about TRICARE and changes to the TRICARE benefit. It also serves as an outreach tool through connections to a 
variety of social media platforms. 
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Show slide #7 1 .5 milConnect (http://milconnect .dmdc .mil)
The milConnect website is provided by the Defense Manpower Data Center (DMDC) and allows sponsors, 
spouses, and their children (18 years and older) to view information that goes directly into the Defense Enrollment 
Eligibility Reporting System (DEERS). Sponsors are able to view all information on family members listed in 
DEERS, while family members can see their own information only.

 ● milConnect allows beneficiaries to: 
 ○ Update DEERS contact information
 ○ Manage health care enrollment
 ○ Locate the nearest military ID card-issuing facility
 ○ View personal information
 ○ Transfer education benefits to eligible family members
 ○ View group life insurance information
 ○ Update civilian employment information (only for Army National Guard, Air Force Reserve and Air National 

Guard beneficiaries)
 ○ Manage other health insurance information (OHI)

 ● Users may log on using one of three secure methods: 
 ○ Common Access Card (CAC)
 ○ Defense Finance and Accounting Services (DFAS) myPay Account
 ○ Department of Defense Self Service (DS) Logon 

Note: Sponsors must request DS Logons for family members. They should select the “Sign Up” tab and then 
select “Sign Me Up!” for more information.
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Show slide #8 1 .6 Beneficiary Web Enrollment (www .dmdc .osd .mil/appj/bwe)
 ● The Beneficiary Web Enrollment (BWE) website allows TRICARE Standard and Extra beneficiaries to:

 ○ Enroll in a TRICARE Prime program (if eligible)
 ○ Update contact or personal information in DEERS (e.g., home address, phone number, e-mail address)
 ○ Enroll in the TRICARE Dental Program (if eligible)

 ● TRICARE Prime, TRICARE Prime Remote, TRICARE Prime Remote for Active Duty Family Members, US 
Family Health Plan, TRICARE Young Adult, or TRICARE Dental Program beneficiaries may use BWE to:

 ○ Enroll or disenroll 
 ○ Change active duty enrollment to retiree enrollment and pay Prime enrollment fee
 ○ Transfer enrollment within a region or to another region in the United States
 ○ Choose or change a primary care manager (PCM)
 ○ Request a new enrollment card
 ○ Make initial enrollment fee payments
 ○ Update contact information in DEERS (e.g., home address, phone number, e-mail address)
 ○ Add OHI information
 ○ Enroll in the TRICARE Dental Program (if eligible)

Note: Beneficiaries living in an overseas location can’t use BWE to enroll in a TRICARE Prime option unless 
they’re transferring from an overseas location to the United States. The transfer must be reported in DEERS 
before using BWE.
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Show slide #9 1 .7 TRICARE Smart (www .tricare .mil/tricaresmart)
The TRICARE Smart site is the main source for viewing and ordering TRICARE print products online.

Beneficiaries and customer service staff can view, print, e-mail or download copies of TRICARE brochures, 
booklets, handbooks, and other products.

Registration and approval are required to order products from the TRICARE Publications Bulk Order Site. 
Registered Beneficiary Counseling Assistance Coordinators (BCACs) can serve as bulk order contacts if there is 
no one else designated at the same location. 

After registration, a representative from TMA’s Beneficiary Education and Support (BE&S) Division assists with 
completing quarterly product ordering or providing access to needed products. 

Address questions about TRICARE Smart to: tricarebulkorders@tma.osd.mil. 
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Show slide #10 1 .8 Frequently Asked Questions (FAQs) (www .tricare .mil/faqs)
The FAQs are a useful tool for TRICARE beneficiaries, as well as those who assist them. Visitors are able to 
search FAQs by keyword or with a key phrase. The home screen features the “20 Most Recently Added/Updated 
Questions” and the “Top 20 Most Viewed Questions”.

To remain current on TRICARE program information, be sure to visit FAQs to view added and updated questions 
and answers. 



20 Instructor Guide

TRICARE Fundamentals Course
Module 2: Electronic Resources (Online and Mobile Applications) 

Show slide #11 
for 1.9 and 1.10

1 .9 Wisconsin Physicians Services (WPS) (www .TRICARE4u .com)
WPS is the claims processor for the West region, Overseas region, and TRICARE For Life (TFL).

“TRICARE4u.com” is the website where registered users (e.g., beneficiaries, BCACs/DCAOs, physicians) can 
check the status of claims entered into the WPS system.

1 .10 Palmetto Government Benefits Administrators (PGBA) (www .myTRICARE .com) 
PGBA is the claims processing contractor for the North and South regions. 

On the website “www.myTRICARE.com”, registered users (e.g., beneficiaries, BCACs/DCAOs, physicians) can 
check the status of claims entered into PGBA’s system.
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Show slides 
12 and 13 for 
1.11.1 through 
1.11.6

1 .11 TRICARE Regional/Area Offices (TRO/TAO) and Regional Contractors
Each TRICARE Regional and Area Office has a website where beneficiaries and MHS staff can go for region 
specific information, updates, initiatives, and contact information that the TRO/TAO feel are beneficial to readers.

Each regional contractor hosts a website that provides general and specific information for beneficiaries, 
providers, and MHS staff. They provide information related to enrollment, authorizations and referrals, claims,  
and covered services.

1 .11 .1 TRICARE Regional Office—North (www .tricare .mil/tronorth)

1 .11 .2 TRICARE Regional Contractor—North Region (www .hnfs .com)
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1 .11 .3 TRICARE Regional Office—South (www .tricare .mil/trosouth) 

1 .11 .4 TRICARE Regional Contractor—South Region (www .humana-military .com)
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1 .11 .5 TRICARE Regional Office—West (www .tricare .mil/trowest)

1 .11 .6 TRICARE Regional Contractor—West Region (www .triwest .com)
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Show slide 
#14 for 1.11.7, 
1.11.8, and 
1.11.9

1 .11 .7 TRICARE Area Office—Eurasia-Africa (www .tricare .mil/eurasiaafrica)

1 .11 .8 TRICARE Area Office—Pacific (www .tricare .mil/pacific)
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Show slide #15 
for 1.11.10

1 .11 .9 TRICARE Area Office—Latin America and Canada (TLAC) (www .tricare .mil/tlac)

 

1 .11 .10 TRICARE Regional Contractor—Overseas Region (www .tricare-overseas .com)
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Show slide #16 1 .12 TRICARE Pharmacy Program Contractor (www .express-scripts .com/TRICARE)
The Express Scripts website is a useful tool for beneficiaries. Once beneficiaries register they are able to:

 ● Find a retail pharmacy
 ● Enroll in Pharmacy Home Delivery
 ● Order refills
 ● Check the status of an order
 ● Setup order refills
 ● Review and print their Explanation of Benefits (EOB)

(See Section 2.4 of this module for information on the Formulary Search Tool.)
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Show slide #17

Show slide #18

1 .13 Active Duty Dental Program (ADDP) Contractor (www .addp-ucci .com)
The ADDP website is designed for active duty service members and provides information about eligibility, benefits, 
finding a dentist, and making an appointment.

1 .14 TRICARE Dental Program (TDP) Contractor (http://mybenefits .metlife .com/tricare)
The TDP website provides beneficiaries an online benefit booklet, forms to download (including a recurring 
payment/change authorization document), details on rates, and a stateside dentist finder. 
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Show slide #19 1 .15 TRICARE Retiree Dental Program (TRDP) Contractor (www .trdp .org)
The TRDP website provides information about the program, eligibility, premiums, finding a dentist, and claims. A 
self-service option is also available for online enrollment.
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Show slide #20 2 .0 Online Resources for Customer Service Staff

2 .1 TRICARE Management Activity Corporate Website (www .tricare .mil/tma)
The TRICARE Management Activity (TMA) corporate website is for TMA staff, stakeholders, and business 
partners. The website includes details about the TMA organization, its mission, and those of its directorates. 
Customer service staff will find useful information on this website about beneficiary education and support,  
policy, rates, and reimbursement. 
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Show slide #21 2 .2 Customer Service Community Website (www .tricare .mil/customerservicecommunity)
The Customer Service Community Toolkit is an internal resource for BCACs/DCAOs and others who work in a 
TRICARE customer service capacity.

Do not share this URL with beneficiaries . It is not to be publicly accessible . 

It features links to:
 ● Online tools and resources and hosts TRICARE updates
 ● Source documents (e.g., copies of letters, confirmations sent)
 ● TRICARE reimbursement information
 ● Assistance Reporting Tool (ART)
 ● Training and education resources
 ● Beneficiary website updates
 ● BE&S Training Seminar information
 ● Assistance for BCACs, DCAOs and other MHS support staff who have TRICARE or ART-related questions via 

bcacdcao@tma.osd.mil (Select “Contact Us” at the bottom of the page to send an e-mail to TMA.)
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Show slide #22 2 .3 TRICARE University (www .tricare .mil/tricareu)
TRICARE University supports the training and education of MHS support staff who work directly with TRICARE 
beneficiaries. TRICARE University’s core mission is to deliver accurate classroom and online instruction to ensure 
that a well-informed staff is able to transfer their knowledge to TRICARE beneficiaries. 

2 .3 .1 Classroom Training
The three-day, in-residence TRICARE Fundamentals Course (TFC) covers the TRICARE program in a broad, yet 
detailed manner. The course is designed for BCACs, DCAOs, and other MHS support staff who have fewer than 
three years of TRICARE experience. To register for classroom training visit www.tricare.mil/tricareu.

2 .3 .2 Online Training
 ● The online courses cover much of the same content as the classroom course. They are convenient 

alternatives to the classroom course for those unable to travel or who prefer to work at their own pace.  
 ○ The TRICARE Fundamentals Online Certification Course requires registration and includes an end of 

course exam. 
 ○ The TRICARE Fundamentals Public Course is less in-depth and provides quick instruction on the basics 

of TRICARE. No registration is required and the course does not have a final exam.

2 .3 .3 TRICARE Fundamentals Course Participant Guide 
 ● An electronic version of the TRICARE Fundamentals Course Participant Guide (this book) is available on the 

TRICARE University website as a PDF. The PDF allows users to easily browse or search the entire book for 
specific information and is a great reference tool for those who work in a TRICARE customer service capacity. 

 ● The TRICARE Fundamentals Course Participant Guide is updated on a quarterly basis with new policies, 
programs, and other important information. Users should consider downloadling quarterly versions to ensure 
they have the most current and accurate information.
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Show slide #23 2 .4 Formulary Search Tool (www .pec .ha .osd .mil/formulary_search .php)
TRICARE’s Formulary Search Tool is a database that allows TRICARE beneficiaries and other users to search 
for TRICARE prescription medication coverage information. The tool is a listing of medicines and other authorized 
supplies that are available with a prescription. Simply type in the name of a medication to see information about 
that prescription including generic names, cost-shares, drug warnings, alternative prescription options, and links 
to forms that are required to obtain certain medications (i.e., quantity limits, prior authorization, and medical 
necessity).

The formulary is managed by the DoD Pharmacy and Therapeutics Committee, with clinical guidance from the 
DoD Pharmacoeconomic Center (PEC).
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Show slide #24 2 .5 TRICARE Manuals (http://manuals .tricare .osd .mil)
TRICARE Manuals are, in most cases, your primary resource for locating official TRICARE policy and benefit 
information. Each TRICARE manual posted on the website incorporates updated, published changes. Although 
changes may be published, they are not implemented by contractors until they receive direction from the TMA 
Contracting Officer.

Authority for the TRICARE program is Title 32 to the Code of Federal Regulations, Part 199 (32 CFR 199) and 
USC 10, Chapter 55.
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Show slide #25

Show slide #26

2 .5 .1 Basic Search
The TRICARE Manuals website includes features for searching the TRICARE manuals. Currently, there are two 
program manuals available: the 2002 and 2008 editions. Customer support staff should search the appropriate 
manual version when verifying benefit information.

 ● TRICARE Program Manuals—2002 Edition: Serves only for contracts awarded between 05/01/2003–06/27/2008.
 ● TRICARE Program Manuals—2008 Edition: Serves for contracts awarded on or after 06/27/2008.

2 .5 .2 Enter a search string (e .g ., TYA) and select the manual(s) you want to search
 ● To locate the most current benefit information, use the default search setting “Search most recent version of 

the selected manuals” located in the Advanced Search Options drop down.
 ● Try to make the search string as specific and simple as possible. The more words you enter in the search 

function, the less likely you are to get results, as the search engine looks specifically for the string you enter. 
You are more likely to find the information you are looking for by using short entries and words that are unique 
to your search.
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Show slide #27 2 .5 .3 The website displays the selected manual section

2 .5 .4 Subscribing to Manual Updates
Users may register to receive updates about changes to the TRICARE Operations, Policy, Reimbursement, and 
Systems manuals, and 32 CFR 199 and 10 USC 55. To subscribe to published manual update releases, go to 
http://manuals.tricare.osd.mil/mailingListRegistration.aspx.
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Show slide #28 
for 3.1 and 3.2

3 .0 Mobile Applications

3 .1 milConnect Mobile 
The milConnect mobile application is provided by the Defense Manpower Data Center (DMDC). Beneficiaries can 
use the milConnect application to:

 ● Locate Real-time Automated Personnel Identification System (RAPIDS) ID card issuing facilities 
 ● Find contact information for TRICARE Regional Offices (TROs)
 ● View a searchable selection of the most Frequently Asked Questions (FAQs)

The free milConnect mobile application is currently available only for Android smart phones. 
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3 .2 Express Scripts Mobile
The Express Scripts Mobile site (Express Rx) makes it easier than ever for beneficiaries to take control of their 
pharmacy benefit. The mobile application is available for both iPhone and Android, and can be downloaded 
by visiting the iTunes App Store or the Android Marketplace. Beneficiaries with a Blackberry, Windows Phone, 
or other mobile device with web browsing capabilities can access the Express Scripts mobile optimized site at 
http://m.esrx.com. 

With the Express Scripts mobile app, beneficiaries can:
 ● Register for an Express Scripts web account
 ● Enroll in home delivery
 ● Order refills
 ● Check order status
 ● Find a pharmacy
 ● Get drug information
 ● Set up reminders for daily medication alerts

Beneficiaries must be registered on www.express-scripts.com before using the mobile website. Beneficiaries can 
register by visiting www.express-scripts.com/activate and following the instructions for TRICARE beneficiaries.
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Module Objectives
Show slide #29 Summary:

 ● List the online resources available to TRICARE beneficiaries
 ● Recognize the online resources available to BCACs and 
other MHS support staff

 ● Identify the mobile applications available to TRICARE 
beneficiaries


