Help Desk Frequently Asked Questions (FAQ’s)

TRICARE’s Uniform Business Office (UBO) Helpdesk is available to answer questions; however, military treatment facility (MTF) billing office personnel are encouraged to contact their Service UBO Manager first.

The following questions and answers are a sample of some of the issues addressed over the years. They are posted as an additional resource to billing staff. This list will be updated regularly.                                                            

1.0. 
Contacting the Helpdesks
1.1. 
I hear there are three different helpdesks:  Military Health System (MHS), Uniform Business Office (UBO), and Verification Point of Contact (VPOC).  Which helpdesk should I use?

Report technical problems relating to TPOCS-software/hardware, CHCS- software/hardware to the MHS Helpdesk.  Submit questions related to TMA UBO issues such as billing policy, applicable rates, or metrics to the UBO Helpdesk.  The VPOC Helpdesk will address SIT/OHI issues. 
1.2. 
How do I log in a trouble ticket?

This depends upon the problem as outlined above.  You can log in a trouble ticket with the MHS Helpdesk by calling (800)600-9332 CONUS, (866) 637-8725 OCONUS, or emailing help@mhs-helpdesk.com. Contact the UBO Helpdesk by calling 703-575-5385 or emailing UBO.helpdesk@altarum.org. The VPOC Helpdesk can be reached by emailing VPOC.helpdesk@altarum.org. 
1.3
 When should I expect a reply to my trouble ticket?

You should expect to hear an initial response within a week either by an email or a phone call. If you have not heard from anyone, call or email the helpdesk to follow-up.  Make sure you have given concise information describing your problem.  This will expedite your ticket being resolved.
1.4.  Where can I find policy and guidance for UBO?

Go to the UBO Website (www.tricare.mil//ocfo/mcfs/ubo/index.cfm) at any time.  This site has links to all things UBO.  
2.0. TPOCS/CHCS
2.1. 
Why are different rates showing in TPOCS compared to CHCS? 

Occasionally, the TPOCS and CHCS administrators will not be in sync relative to installing rate update packages. Your UBO Service managers will inform you when the updated rates are available for downloading. Make sure you coordinate with your TPOCS and CHCS systems managers to insure they are aware when the rates are available for downloading. 
2.2. 
Why isn’t my local CHCS SIT/OHI being updated?

This happens because your CHCS host has not maintained its weekly subscription to DEERS. If this subscription to DEERS is not kept current, your CHCS host will not receive updated SIT/OHI information.  Check with your CHCS administrator to make sure he or she is keeping this subscription current on a weekly basis.

2.3 
Why aren’t expired and new NDC codes updated in CHCS more frequently?
CHCS usually updates the NDC code tables twice a year. NDC codes change every day in the national drug code system. Therefore, you may need to determine the correct NDC code from your MTF’s pharmacy and bill it manually. 

2.4. 
Why does CHCS create multiple patient IDs?

When a patient is registered in CHCS, he is identified by the patient ID.  If a patient is re-registered in CHCS, he will be assigned a new patient ID by the system.  This will create a duplicate patient in CHCS and that new patient data will populate in TPOCS. Once the patient has been assigned the new ID, the old patient ID is no longer valid in CHCS or TPOCS. This process removes the patient link in TPOCS and the patient ID becomes invalid. Any patient data assigned to the old patient ID in TPOCS will no longer be available to the user in TPOCS. TPOCS help desk is currently working on this problem.

2.5 
Why does the TPOCS general ledger not allow you to perform bulk write-offs?
This is not a software problem. TPOCS does not allow you to perform bulk write-offs at this time. This is one of the future enhancements planned for TPOCS. The new enhancement for the general ledger will allow you to perform bulk write-offs similar to posting bulk payments.
3.0.
 CPT Codes
3.1. 
Why are there some CPT codes with no rates?

Normally, this is because there are no approved rates for the associated procedures.  The Assistant Secretary for Health Affairs approves the procedures and rates that the MTFs are allowed to use for billing. Sometimes, there might be a time lag between the new rates being loaded and the CPT and ICD-9-CM codes being updated in CHCS. There are other instances where a procedure code is considered part of another procedure and should not be billed separately. Finally, there are procedures where HA/TMA has decided not to bill (e.g., telephone calls) for various reasons.
4.0.
National Provider Identifier

4.1.   
Why is the National Provider Identifier (NPI) number for the referring physician not printing on the CMS 1500?
Currently, including the referring physician’s NPI number on the CMS 1500 is a manual process. A system change request (SCR) is in the works to allow the NPI number to populate into TPOCS.

5.0. 
Electronic Billing
5.1.
Having problems with electronic billing?
Make sure you specify exactly what the problem is, so the right person receives your ticket. Electronic billing issues can be for a number of reasons – software, connectivity, education, etc. – so please make sure you explain the exact problem.
6.0. 
Standard Insurance Table/Other Health Insurance
6.1. 
Why can’t I see my patient’s OHI in TPOCS when I can see it in CHCS? 
      If the patients OHI policy in CHCS is non-ranked, then all care related to that patient becomes non-billable. This occurs from the effective date of the non-ranked policy and only data prior to that date will be sent to TPOCS. For the OHI to flow over to TPOCS it must be ranked primary, secondary, or tertiary.
7.0.
Third-Party Collections Program Metrics
7.1. 
Who do I contact to reset an existing password or to obtain a new password for the metrics report?

Contact the UBO helpdesk to have your password reset.  If you are a new user, you must first contact your UBO Service Manager, who will notify the UBO to issue the password.  
8.0.
Estimator Applications

8.1. 
How can I receive the Cosmetic Surgery Estimator (CSE) and or the Pharmacy Pricing Estimator (PPE)?
Contact your UBO Service manager. Once your Service manager approves your request, the UBO helpdesk team will send you the CSE and or the PPE      
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