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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 appointments types to book 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 appointments 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 measurement 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 TMA’s APS IPT, the Services, and your TRICARE Health Service Region Appointment Standardization Access Manager.  The seminars in Europe will be one day long and be conducted at three locations.  At Lakenheath AFB on March 19, Landstuhl Regional Medical Center on March 21, and Naval Hospital Naples on March 23, 2001.  The syllabus of the TRICARE Europe training is in Attachment 2.  The points of contact list is in Attachment 3.  The application form is in 

Attachment 4.

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 appointments 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 3.  If you have other questions contact the undersigned TRICARE Management Activity point of contact at (703) 681-0039, 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.  Points of Contact List

4.  Registration Form

APPOINTMENT STANDARDIZATION 

BUSINESS RULES TRAINING 
ACCESS MANAGER/APPOINTMENTS OFFICER RESPONSIBILITIES/POSITION DESCRIPTION
The job description of the MTF’s Access Manager/Appointments 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 appointments 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 appointments 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 appointments standardization programs.

Access Manager/Appointments Officer 

Knowledge, Skills, and Abilities (KSA)

The knowledge, skills and abilities of the MTF Access Manager/Appointments 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 appointments 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

TRICARE EUROPE SEMINAR SYLLABUS 
Seminar Description:  Each seminar will require a day (8 hours) and be comprised of the 4 courses described below.  The optimum class size will be 40-55 participants for each Europe location to include Lakenheath AFB, Lanstulh Regional Medical Center, and Naval Hospital Naples.  Training will be lecture with question and answers. 

1.  Course:  Appointments Standardization Executive Overview  (45 minutes)

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:  Measurement Tools (45 minutes) 

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.

3.  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.

4.  Course:  Appointments Standardization Operational Overview (4 hours)

Course Contents:  A detailed technical briefing covering the Appointments Standardization objectives and benefits, the imperatives of access standards, the improvements to the appointments 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.  
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APPOINTMENT STANDARDIZATION

 BUSINESS RULES TRAINING 
POINTS OF CONTACT LIST 
A.  TRICARE Europe Health Service Region Access Manager for Registrations:

1LT Dereck Eckley 

Phone:  001-49-6302676322 

DSN:  496-6322  FAX:  496-6372

E-mail:  derek.eckley@semback.af.mil

B.  Appointment Standardization Policy and Course Content:

LTC David Corey

Program Manager, Appointment Standardization 

Phone:  (703) 681-0039  ext. 3658

Fax:      (703) 681-9012

E-mail:  david.corey@tma.osd.mil
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APPOINTMENT STANDARDIZATION 

BUSINESS RULES TRAINING SEMINAR 
[image: image3.wmf]REGISTRATION FORM
Instructions: Contact your designated Region POC (see Attachment 3) for specific training and due dates for submitting your form..  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.:  


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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Attachment 4




Contact your Region POC, if you require special accessibility or accommodations.                                                                                                                                     
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