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February 28, 2001

MEMORANDUM FOR MILITARY TREATMENT FACILITY COMMANDER

SUBJECT:  Appointment Standardization (APS) Business Rules Training Seminar


On May 25, 2000, the Assistant Secretary of Defense provided the Services, TRICARE Health Service Regions, and Military Treatment Facility (MTF) Commanders with the authority to proceed with implementation of Appointment Standardization.  This guidance authorized the use of the nine standard appointment types and directed that all MTFs use these standardized appointment types to book at least 90 percent of all appointments by October 1, 2001.  The Appointment Standardization Integrated Program Team (APS IPT) has made great strides to develop policies, educational programs, technical enhancements to the Composite Health Care System (CHCS) and performance measures to assist MTFs with successfully making this transition.  This memorandum explains a valuable upcoming training opportunity that will provide members of your staff with the necessary information to successfully and completely implement appointment standardization business practices at your MTF.  

Appointment Standardization is one of the most important optimization programs carried out in the Military Health System (MHS) today and will have many benefits.  First, it will simplify appointment making for our entire MHS team including MTFs and Managed Care Support Contractors.  Second, it will better support Primary Care Manager By Name care.  Third, it will fully enable appointing via the Internet.  Fourth, it will greatly improve measurements in our quest to meet access to care standards.  Ultimately, appointment standardization will provide better and more accessible service to all of our beneficiaries.  

MTF Commanders’ leadership and support for the APS implementation is the most important factor for the success of the program.  Appointment standardization requires a large change in the day-to-day business practices of a facility.  To assist in this change, Commanders should appoint an Access Manager to lead the efforts in APS implementation and support the formation of an Access Management Tiger Team to manage and monitor the smooth transition to APS.  The responsibilities, knowledge, skills, and abilities of these personnel are in Attachment 1; this criteria will help identify the types of personnel we want to attend the upcoming training.

Each MTF Commander should then select at least two personnel to attend the Appointment Standardization Business Rules Training Seminar hosted by TRICARE Management Activity’s APS IPT, the Services, and your TRICARE Health Service Region Appointment Standardization Access Manager.  There are six seminars each lasting one and one‑half days.  The first and second seminars are scheduled for April 10-11 and 12-13, 2001.  The third, fourth, fifth, and sixth seminars will be on May 1-2, 3-4, 15-16, and 17-18, 2001.  All will be held in the Washington, DC, area.  Each MTF will send their personnel to their designated region’s seminar.  

The syllabus of this training is in Attachment 2.  The required attendees, training dates, costs, location, accommodations at the training site, and travel tips are in Attachment 3.  The point of contact list is in Attachment 4.  The application form is Attachment 5.  Additionally, all of these materials are available on the TRICARE Access Imperative Website at http://www.tricare.osd.mil/tai.  This training is at the expense of your MTF and the estimated per diem cost will be approximately $119 maximum per day per attendee.  Travel costs will vary.

Each MTF Commander and the personnel they designate to attend this training are strongly encouraged to start reviewing the “Commander’s Guide to Access Success.”  This information provides guidance to the MTF’s Access Management Tiger Team to fully and successfully implement appointment standardization business practices.  The guide can be found at http://www.tricare.osd.mil/tai/cguide.htm.  We strongly encourage review of this guidance prior to our training as it will give attendees an increased foundation of the program and better prepare them to ask questions during the seminar.


We strongly encourage you to send two attendees.  Applications and attendance must be coordinated through your respective TRICARE Health Service Region Access Manager and/or Service Point of Contact; their contact information is located in Attachment 4.  If you have other questions contact the undersigned TRICARE Management Activity Point of Contact at (703) 681-0001, DSN 761-0039; or email at david.corey@tma.osd.mil.

David J. Corey





Lieutenant Colonel, MS, USA

Program Manager,

Appointment Standardization

Attachments:

1.  Access Manager Responsibilities/KSAs

2.  Appointment Standardization Business Rules Training Seminar Syllabus

3.  Attendee Requirements, Training Dates, Travel Instructions

4.  Points of Contact List

5.  Registration Form

APPOINTMENT STANDARDIZATION 

BUSINESS RULES TRAINING 
ACCESS MANAGER/APPOINTMENTS OFFICER RESPONSIBILITIES/POSITION DESCRIPTION
The job description of the MTF’s Access Manager/Appointment Officer will include, but not be limited to, the following responsibilities:  

· Functions as the Commander’s agent for appointments standardization, provider and table builds, access measurement and schedule management at the MTF.

· Chairs the MTF’s Access Management Tiger Team;

· Assists clinic heads in formulating clinic goals in terms of access, volume, patient demand, staffing, and GME;

· Assesses clinic operations and appointments utilization patterns to identify bottlenecks and to maximize use of available resources;

· Ensures that MCP booking, standardized appointment types, standardized places of care, and standardized detail codes are implemented within the MTF;

· Ensures appointment personnel are appropriately trained on appointment standardization and access improvement initiatives and procedures;

· Ensures clinic leadership is trained on the value and use of performance measurement tools such as canned CHCS reports, Template Analysis Tool, Access to Care Summary Reports, etc.;

· Ensures personnel are designated at the clinic level who are responsible and accountable for appointments standardization, patient access, and provider schedule management;

· Monitors appointment standardization compliance and access metrics for all clinics within the MTF;

· Ensures the MTF-wide dissemination of pertinent MTF and higher headquarters APS and Access Improvement directives;
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· Maintains a standardized environment for all APS and ATC data at the MTF and forwards new APS and ATC issues to the Lead Agent for review and assistance;

· Functions as the MTF’s point of contact for APS and ATC issues and represents the MTF at related conferences;

· Identifies need for any additional standardized codes, appointment types and places of care and elevates this need to the Lead Agent for approval prior to use at the MTF;

· Interfaces with Lead Agent, Intermediate Command, Service level counterparts to facilitate access improvement and appointment standardization programs.

Access Manager/Appointment Officer 

Knowledge, Skills, and Abilities (KSA)

The knowledge, skills and abilities of the MTF Access Manager/Appointment Officer should include, but not be limited to the following:

· Knowledge of MTF and clinic procedures for scheduling appointments, building CHCS files and tables, and managing provider templates and schedules.

· Knowledge of clinical operating procedures of the various clinics within the MTF.

· Working knowledge of on-going APS and ATC improvement initiatives and the policies that govern them.

· Demonstrates a thorough knowledge of the functionality of CHCS MCP and PAS appointment systems.

· Demonstrates a working knowledge of the correct usage of MEPRS, CPT and ICD codes for the various clinics within the MTF.

· Demonstrates the ability to research, collect and analyze data from multiple sources and provide appropriate managerial recommends to MTF leadership.

· Skilled in identifying problems, solution to problems and implementing those solutions to bring resolution to those problems in accordance with accepted guidance.

· Demonstrates experience of effectively communicating orally and in writing to higher headquarters, MTF leadership, and clinic heads.

· Demonstrates an awareness and appreciation for the duties and responsibilities of the MTF’s appointing personnel.  
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 APPOINTMENT STANDARDIZATION 

BUSINESS RULES TRAINING 
SEMINAR SYLLABUS
Seminar Description:  Each seminar will require a day and a half and be comprised of the eight courses described below.  The optimum class size will be 40-55 participants for each CONUS course.  Training will be lecture with question and answers.  MTF and Managed Care Support Contractor participants will attend classes according to their job description or per site recommendation.  Each MTF and MCSC are allowed to send two personnel for their designated seminar.

1.  Course:  Appointment Standardization Executive Overview  (45 minutes) (Day 1)

Course Contents:  A high-level briefing covering the Appointments Standardization objectives and benefits, the imperatives of access standards, a review of the “as-is”  model, a description of the “to be” model, directions on how to prepare for Appointments Standardization, implementation steps and considerations, and information on tools and techniques available to measure success.  A discussion of MHS future initiatives such as Web Appointing will also be covered.

2.  Course:  Provider Overview (45 minutes) (Day 1)

Course Contents:  A high-level briefing covering the Appointment Standardization objectives and benefits, the imperatives of access standards, the improvements to the appointments process, a review of the impact on providers in the areas of scheduling and booking, a summary of the new business rules, a discussion of the measurement capabilities and tools available to determine success and to allow more accurate schedule planning/analysis, and instructions on preparation for implementation of MCP and Appointment Standardization.   Training tools and sources will also be presented.

3.  Course:  Measurement Tools (45 minutes) (Day 1)

Course Contents:  A technical briefing covering appointments standardization measurement capabilities, including tools available to determine improved performance and to allow more accurate schedule planning/analysis.  Discussion will include measurement at the executive, decision support, and MTF operational levels.  External sources of information will also be provided.
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4.  Course:  Access to Care Measurement Business Rules (45 Minutes-day 1)

Course Contents:  A business process overview of the techniques to collect accurate Access to Care data.  This block of instruction will enable leadership at all levels to be 

familiar with possible problem areas and solutions to these problems of collecting accurate Access To Care data.  Appropriate education strategies of appointments personnel, reporting methods, data interpretation and measurement of MTF performance to meet access standards for acute, routine, wellness and specialty care will be discussed.  Upon completion of instruction attendees will be able to train staff to accurately use ATC in CHCS, understand the importance of the type of data and recognize and correct problems arising from the collection of this type of data. 

5.  Course:  Lessons Learned (45 minutes) (Day 1)

Course Contents:  A briefing by a representative from a site describing their actual implementation procedures, lessons learned, benefits, and issues with Appointments Standardization.

6.  Course:  Open Access (45 minutes)  (Day 1)

Course Contents:  A briefing by a representative from a site that is implementing Open Access as a booking model.  The presentation will explain the Open Access model, and the implementation procedures, benefits, and problems encountered.  

7.  Course:  Appointments Standardization Operational Overview (4 hours) (Day 2)

Course Contents:  A detailed technical briefing covering the Appointment Standardization objectives and benefits, the imperatives of access standards, the improvements to the appointment process, a review of the impact on scheduling and booking clerks, guidance for dental and ancillary booking, a summary of the new business rules, a discussion of the measurement capabilities and tools available to determine success and to allow more accurate schedule planning/analysis, and direction on preparation for the use of MCP and implementation of Appointments Standardization.   Training tools, capabilities and help sources will also be presented.  

8.  Course:  Regional Issues (Content and Length To Be Determined By the TRICARE Regional Access Manager)(Day 2)
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APPOINTMENT STANDARDIZATION BUSINESS RULES TRAINING SEMINAR

REGISTRATION ATTENDEE INFORMATION
Seminar Dates by Regions:

Date


Region


Submit the registration form to your 

Region POC by the following date:

10 – 11 April 

Regions 2,5,15
2 April 

12 – 13 April

Region 1 

5 April



01 – 02 May

Region 6 

24 April

03 – 04 May 

Region Central  
26 April

15 – 16 May 

Regions 9,10,11 
8 May

17 – 18 May 

Regions 3 and 4   
10 May

Seminar Location

Ramada Plaza Hotel - Pentagon

Carrington and Cambridge Rooms

4641 Kenmore Avenue

Alexandria, VA  22304

(703) 751-4510

Dress

The attire for both military and civilian personnel is “business casual” (no jeans, sweatpants, or T-shirts).  Military uniforms are not required.  Weather in the Washington, DC area in the middle of April is usually mild.  Daytime temperatures average in the upper sixties, then drop into the low forties at night.  

Hotel 

Ramada Plaza Hotel – Pentagon (Also course location)
Army Lodging Success Group Rate:  $83.60 plus tax (Alexandria Government per diem rate is currently  $119.00)

Check-in time is 3:00 p.m.  Checkout time is 12:00 noon

The hotel is located seven miles from downtown Washington and four miles from Old Town Alexandria and is convenient to shops, restaurants and movie theaters.  The Skyline Office Complex (TMA Headquarters) is five minutes away and is accessible with the hotel shuttle.  Please contact the hotel front desk for shuttle information.   

NOTE:  The Army Lodging Success Program non-availability number needed by the Army attendees of the course scheduled specifically on April 10-11, 2001 is #NCR-012501-27.  It is not necessary for attendees to contact the LSP office.  This note will be updated as needed.
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Directions to Ramada Plaza Hotel – Pentagon

If you are flying into the area, Reagan National Airport is the closest airport to the Ramada Plaza Hotel – Pentagon.  The hotel does provide shuttle service.  

From Reagan National Airport and Downtown Washington: Take 395 South towards Richmond to Exit 4 – SEMINARY ROAD EAST.  Make a left at the first traffic light which is Library Lane.  Make a left into the shopping center at the Suntrust Bank and Ramada will be across the street.

From Dulles Airport: Take the Dulles Access Road East towards Washington.  Take 495 (Beltway) South towards Richmond.  Take 395 North towards Washington to Exit 4- Seminary Road East.  Follow above directions from Seminary Road East.
From South on I-95: Take I-95 North towards Washington.  Take 395 North to Exit 4, Seminary Road East.  Follow above directions from Seminary Road East. 

Hotel Facilities

The Ramada Plaza Hotel – Pentagon offers heated indoor pool, whirlpool, fitness center, complimentary Skyline Fitness Center passes for hotel guests.  Room features data port phone, voice mail, remote controlled cable television, clock radio, full size iron, ironing board, and coffee maker, etc.  Hotel also offers smoking and non-smoking rooms.  

Parking

There is no charge for parking at the Ramada Plaza Hotel - Pentagon.

Messages/Fax

During class hours, incoming messages for attendees will be received through the hotel registration desk and posted outside of the classroom door.  Please check for messages during breaks and after lunch.

                 Telephone


                 Fax
Ramada Plaza Hotel - Pentagon:  (703) 751-4510
                              (703) 751-9170

Continental Breakfast/Coffee Breaks/Snacks

Continental Breakfast, a morning coffee refresh and afternoon break will be provided on day one.  Continental Breakfast and a morning coffee refresh will be provided on day two. 

Lunch

Lunch is on your own each day.  There are numerous eating establishments within walking distance of the hotel.  A listing of area restaurants will be provided upon arrival.
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APPOINTMENT STANDARDIZATION BUSINESS RULES TRAINING 
POINTS OF CONTACT LIST

A. TRICARE Health Service Region Access Manager/Service POCs for Registration: 

Region
Name
Telephone
DSN
FAX
Email

1  
Captain Steve Remmenga
202-356-0827
624-0797
202 782-5450
remmengas@reg1.tricare.amedd.army.mil

2
Major Shomela Labee
757 314-6044
565-0386
757 314-6481
shomela.labee@mh.tma.med.navy.mil

3/15
LT Harry Caulton
706 787-8010
773-8010
706 787-3024
harry.caulton@se.amedd.army.mil

4
Captain Gavin Mason
228-377-4821
597-4821
228 377-7870
Gavin.mason@keesler.af.mil

5 
Colonel Patricia Kinder
937 904-5018
674-5018
937 656-7520
patricia.kinder@wpafb.af.mil

6
Major Mark Ellis
210 292-3207
554-3207
210 292-3222
mark.ellis@tricaresw.af.mil

Central 
Kitty West
719 524-2616
883-2616
719 524-2655
kitty.west@tricare.carson.army.mil

9
LT Lorna Dennison
619 532-6174
522-6174
619 532-7172
lldennison@reg9.med.navy.mil

10 
LtCol Brij Sandill
707 424-6558
350-6558
707 424-6508
brij.sandill@travis.af.mil

11
Captain Mark Meersman
253 982-xxxx

253 982-xxxx
Mark.meersman@mcchord.af.mil

Army
Ms. Jan Leaders
210 221-7106
471-7106
210 221-7043
Jan.leaders@amedd.army.mil

Navy
CDR Chip Taylor
202 762-3116
762-3134
202 762-3743
Hataylor@us.med.navy.mil

Air Force
Ms. Cindy Pierson
210 536-4080
536-4080
210 536-
cindy.pierson@brooks.af.mil


B.  Appointment Standardization Policy and Course Content:

LTC David Corey

Program Manager, Appointment Standardization 

Phone:  (703) 681-0039  ext. 3658

DSN:  761-0039  ext 3658

Fax:      (703) 681-0947

E-mail:  david.corey@tma.osd.mil
C.  Logistics and Conference Support:


Standard Technology, Inc.

Or

Standard Technology, Inc.

Gia N. Edmonds




Cynthia M. Grant
Phone:   (703) 933-8325



Phone:  (703) 933-8314

Fax:      (703) 671-8760



Fax:      (703) 671-8760

E-mail:  gia.edmonds@tma.osd.mil 


E-mail:  cynthia.grant@tma.osd.mil
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APPOINTMENT STANDARDIZATION BUSINESS RULES TRAINING  SEMINAR
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Instructions: Refer to the Attendee Information Sheet for specific training and due dates for submitting your form.   Submit your registration form to the designated Region POC as listed in Attachment 4.  Please print all information clearly.

Last Name:  

Rank or Prefix:



First Name:  

MI:



Name Badge:  







(Please type your name as you want it to appear on your badge)i.e. Rank, Name, Certification

Region:  
      MTF/Organization:  



Position Title:  


Position Category:   ___ Access Manager   ___ Appointment Supervisor   ___ Health Care Finder  

___ Information Management Staff  ___ Nurse  ___ Provider   __ Medical Technician   ___Other
Office Mailing Address:  



City:  

State:  

Zip Code:  


Commercial Tel.:  

DSN  Tel.:  


Commercial Fax.:  

E-Mail Address:  



Military Service Category:
___ OASD(HA)    ___ TMA    ___ Army    ___ Navy    ___ Air Force   




       
___ Coast Guard    ___ Other

Personnel Category:

___ Military    ___ Civilian    ___ Contractor    ___ Other
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For Region POCs Only -  Submit complete forms to:  

Standard Technology, Inc. 5201 Leesburg Pike, Suite 204, Falls Church, VA  22041

ATTN:  Gia N. Edmonds

Phone: (703) 933-8325  ♦  Fax: (703) 671-8815  ♦  E-mail:  gia.edmonds@tma.osd.mil
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Contact Ms. Gia Edmonds (e-mail/phone/address listed below) if you require special accessibility or accommodations.                                                                                                                                     
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