Service Assist Team (SAT)
Standard Operating Procedures

I. Description: CS.3.1. - The Contractor shall deploy mobile Service Assist Team (SATs) necessary to perform customer service functions to disaster areas, Active Component and Reserve Component troop mobilization areas, BRAC areas, or to any area deemed necessary and requested by the Regional Director (RD).
II. Deployment: The SAT will be deployed upon the issuance of a contract modification by the Contracting Officer. SATs shall be deployed on an as needed basis for a specific period of performance as defined in the contract modification.

III. Time Frame: Within seven days of the receipt of the modification from the contracting officer Humana Military will deploy one or more teams as specified in the modification.
a. The hours of operation shall be determined by the type of event declared in the modification.

b. The duration of operations shall be determined by the type of event declared in the modification.

IV. Statement of Objective: The SAT will provide similar services to those offered at a TRICARE Service Center and, at a minimum, will provide assistance with beneficiary enrollment, assistance with access to and referral for care, and providing TRICARE program information. The scope of SAT deployment will be divided into three (3) categories: Mild; Moderate; and Severe.

a. A Mild category SAT deployment will support delivery of health care informational services and customer service functions, to a select community or a small deployment/demobilization of either Active or Reserve Component troops or as designated by the Regional Director.
i. Supply personnel capable of performing the similar services offered at a TRICARE Service Center which can serve 5,000 beneficiaries or less.
ii. Supply equipment for supporting personnel servicing TRICARE beneficiaries similar to the equipment located within a TRICARE Service Center with the ability to service 5,000 beneficiaries or less.

iii. Facilities

1. Local space to accommodate the functioning of a TRICARE Service Center to include office space and briefing space.
2. Space may be on-base or off-base as appropriate for the situation.

b. A Moderate category SAT deployment will support delivery of health care informational services and customer service functions to select community , or a medium deployment/demobilization of either Active or Reserve Component troops or as designated by the Regional Director.

i. Supply personnel capable of performing the similar services offered at a TRICARE Service Center which serves 5,001 – 20,000 beneficiaries.
ii. Supply equipment for supporting personnel servicing TRICARE beneficiaries similar to the equipment located within a TRICARE Service Center with a service capacity between 5,001 – 20,000 beneficiaries.

iii. Facilities

1. Local space to accommodate the functioning of a TRICARE Service Center to include office space and briefing space.

2. Space may be on-base or off-base as appropriate for the situation.

c. A Severe category will support a major disaster.  Severe SAT deployment will support delivery of health care informational services and customer service functions to a select community, or a large deployment of either Active or Reserve Component troops or as designated by the Regional Director.

i. Supply personnel capable of performing the similar services offered at a TRICARE Service Center which serves 20,001 or more beneficiaries.

ii. Supply equipment for supporting personnel servicing TRICARE beneficiaries similar to the equipment located within a TRICARE Service Center with a service capacity of over 20,001 beneficiaries.

iii. Facilities

1. Local space to accommodate the functioning of a TRICARE Service Center to include office space and briefing space (if applicable).

2. Space may be on-base or off-base as appropriate for the situation.

3. Self-contained facilities to support operations to include power generation.

V. SAT Modification Process: 
See attached flowchart.
VI. Cost structure to be determined at the time of deployment.

