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TRO-South Messenger

A Bi-Weekly Update for the Region

Issue 8
July 15, 2009
This publication can be viewed on the TRO-South website at www.tricare.mil/trosouth.

Previous editions can be found at www.tricare.mil/trosouth/newsletters.cfm.

Leaders.  On July 13, 2009, the T-3 Managed Care Support Contract for the TRICARE South region was awarded to United Health Military & Veterans Services (UHMVS). The contract in the North region was awarded to Aetna Government Health Plans and in the West region, TriWest Healthcare Alliance was awarded the contract.  As part of our preparation to implement the transition to the new contract and contractor, we will host a one and a half-day executive contract transition conference for MTF commanders and Intermediate Service Command representatives.  The date for this conference has not been finalized as it requires further coordination between this office, the Contracting Officer and UHMVS.  The dates and location will be announced as soon as they are finalized. We will also offer a two-day technical-level contract transition conference for those individuals that are designated as the MTF transition action officers – date/place also to be determined.  Both conferences will focus on the differences between the T-3 contract and TNEX and how those differences will impact the MTF.  The conferences will also cover steps in the transition process and the do’s and don’ts in dealing with managed care support contractors.  Please plan to join us as we jointly work toward a seamless start in April 2010 under T-3.

Best regards, Bill Thresher.
TRO-South POC: 210-292-3285

new leader taking the helm of tricare: Looking to set the tone and keep TRICARE positioned as a leader in American health care, Navy Rear Admiral Christine Hunter is eager to put her three decades of experience as a doctor and naval officer to work as the deputy director of the TRICARE Management Activity. 

“We have the chance to set the standard and lead the nation in comprehensive, high-quality health care with universal access,” Hunter said. “We can showcase what we do well and we can learn from others.” 

Providing high-quality health care to 9.4 million beneficiaries – active duty service members, retirees and family members – is not a challenge to be overcome, Hunter said, but an opportunity for innovation. 

Hunter comes to the TRICARE Management Activity from California where she commanded Navy Medicine West and the Naval Medical Center San Diego. During her career she has served in operational and military treatment facility roles, and as a leader in clinical and business practices. Now in the Washington, D.C., area, Hunter is ready to get to work delivering on the promise of TRICARE and improving beneficiaries’ health and overall satisfaction.

“When you join the military you’re promised a consistent and comprehensive health care benefit,” Hunter said. “We want to ensure it is available in all locations and over all the periods of life.”

Hunter’s priorities as TRICARE’s deputy director include supporting wounded service members and their families; improving access to health care; defining and refining the medical home model; enhancing information systems and ensuring cost-effectiveness.

“I think as our nation takes on health care reform in a major way, we in the Military Health System can work together to share our successes,” Hunter said. “We can also learn from the debate and, perhaps, get involved in ways the president might see appropriate so we can work together to be even better.”
TRO-South POC:  210-292-3278, Story from TRICARE Press Room, July 8, 2009.
MILITARY SPOUSE CAREER ADVANCEMENT ACCOUNTS (MYCaa):  The Department of Defense’s expanded Military Spouses Career Advancement Account Program (MYCAA) is now offering up to $6000 to military spouses who are interested in pursuing degree programs, licenses, or credentials leading to careers in high growth, high demand, portable career fields.  For more information, see the attached document. 
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TRO-South POC:  210-292-3278

Dot Mil Docs: Located at http://health.mil. Dot Mil Docs is part of the MHS’ ongoing effort to interact with service members and the general public via “Web 2.0” technology. It is a weekly DoD-hosted Internet radio show. Military docs and health care experts discuss a new topic each week. Thousands listen. Those who cannot listen when the show is live, can listen to archived Dot Mil Docs broadcasts at health.mil's video and audio section.  To set a reminder for the show, visit: http://www.blogtalkradio.com/stations/PentagonRadioNetwork/Dot-Mil-Docs.

TRO-South POC: 210-292-3278


See http://manuals.tricare.osd.mil/ for full summary of all published changes. 

TRICARE Operations Manual 6010.51-M, August 2002. Change 82, published July 2, 2009.  Summary of Changes: This change implements a demonstration to test the use of web-based technologies to obtain information and Employee-Assistance Program (EAP)-like Behavioral Health (BH) services to our beneficiaries. Contractors are also required to enhance the TRICARE TMH benefit by creating a network of originating sites to provide TMH services. This change is published in conjunction with Aug 2002 TRICARE Policy Manual, Change 101. 

TRICARE Policy Manual 6010.54-M, August 2002.  Change 101, published July 2, 2009.  Summary of Changes: This change implements a demonstration to test the use of web-based technologies to obtain information and Employee-Assistance Program (EAP)-like Behavioral Health (BH) services to our beneficiaries. Contractors are also required to enhance the TRICARE TMH benefit by creating a network of originating sites to provide TMH services. This change is published in conjunction with Aug 2002 TRICARE Operations Manual, Change 82.

TRICARE Reimbursement Manual 6010-55-M, August 2002. Change 96, published June 22, 2009.  Summary of Changes: This change follows Medicare's adjustments by reducing TRICARE payments when an implanted device is replaced. This change is published in conjunction with Aug 2002, TRICARE Systems Manual, Change 72.

 
Click on the title to view information or visit: http://www.tricare.mil/pressroom. 
	6/30/2009, Chiropractic Care for Active Duty Service Members Expands to New Locations this        Fall 

	6/29/2009, TRICARE Beneficiaries Give TRICARE Website “Thumbs Up” 

	6/25/2009, TRICARE Management Activity Presents Findings During Annual Research Meeting 

	6/24/2009, TRICARE Encourages Expecting Parents to Get Connected 

	6/19/2009, Satisfaction Achieved: Beneficiary Prime Web Enrollment Service Earns High Scores 

	6/16/2009, Electronic Health Records that Include Dental? It's Nearly a Reality for U.S. Military 

	6/11/2009, TRICARE Communicators Receive National Kudos 

	6/04/2009, Survey Shows TRICARE Beneficiaries Satisfied with their Care 

	5/29/2009, TRICARE Reserve Select Numbers Increase 



TRO-South POC: 210-292-3278

Military Health System Support Initiatives (MHSSI) success appears linked to contract vehicle used:  An examination of MHSSI performance shows a higher probability of attaining a positive return on investment (ROI) when MTFs contract for clinical personnel services through Humana Military Healthcare Services’ Clinical Support Agreement (CSA) task order process.  Of the MHSSIs operational in TRO South, about 80% have a positive ROI when CSAs are used versus about a 20% success rate when other contracting tools are used.  In support of CSAs, Humana Military has a dedicated recruitment staff to actively seek out qualified candidate CSA providers and ancillary staff for MTF consideration and employment.  

Recently two MHSSIs were terminated due to failure to trend toward or attain a positive ROI.  As a result of these failed MHSSIs, $848K was returned to the TRICARE Management Activity to support other valid FY09 requirements.  Upon review, the reason for failure was because the awarded local contractor could not hire the contract providers soon enough to generate the workload required to support a positive ROI of the MHSSI.      

The TRO-South Optimization and Initiatives Branch is available to provide any further information regarding the benefits of using CSAs to acquire contracted clinical personnel.

TRO-South POC: 210-292-3245 or 210-292-3286

South Region Central Call Center Quality Improvements:  There are approximately 500 central call center associates in the South Region that staff the toll free line for Humana Military and Palmetto Government Business Associates (PGBA), the South Region claims processor. These associates handle almost 750,000 calls a month for our almost three million beneficiaries.  With this many calls for assistance, standardization is critical to ensure the correct message is being construed to our beneficiaries.  
Since the beginning of the contract, Humana Military has employed a Call Quality Monitoring Program that outlines their call monitoring, call calibration, and coaching processes.  This process includes a graded assessment of 17 different areas to include tone, responsiveness, accuracy, and clarity.  Each week all supervisors review calls from each member of their team, plus cross-review another supervisor’s team.  In 2005, TRO-South began partnering with Humana Military to review and validate the supervisor’s assessment and give direct feedback to the supervisors.  This triple review quality assurance program ensures timely feedback to all levels of the call center process and making certain we are providing a quality service to our beneficiaries.

Last fall, TRO-South and Humana Military began addressing some perceived inconsistencies in the messages received by beneficiaries.  In response, Humana Military modified some of the standardized scripts to improve the message.  These new scripts were put into place in November 2008 and addressed how to advise beneficiaries in dealing with referrals and right of first refusal issues.

Recently during TRO-South’s monthly MTF Referral Management teleconference, MTFs expressed a concern about beneficiaries being “told” that the MTFs would, “put in a retro referral”, or “if you contact the MTF they can release you from the Right of First Referral (ROFR) process”.  This gave us an opportunity to review the policies and the call centers practices.  We found that while the information was technically correct it left some beneficiaries with the expectation that the MTF “would” do something. We also learned that MTF expectations of how certain issues should be handled was incorrect and inconsistent.  TRO-South reviewed and addressed these expectations with the contractor and MTF’s during the Referral Management teleconference. Here is a brief summation of what was reviewed and improved:
1. ROFR calls:  The ROFR program is designed to optimize the MTFs. Once the MTF accepts the patient the contractor cannot over rule the MTF.  Beneficiaries will be directed to the MTF POC if they have questions or concerns.  The beneficiary will not be told in any way that the MTF will or can release them from the ROFR. 
2. Claims for unauthorized or unreferred care: The scripting was improved to inform and explain the Point of Service (POS) option to the beneficiary.   The beneficiary will be advised to contact their PCM if they have additional concerns on the POS option. 
3. Referrals processed incorrectly:  If the contractor builds a referral to the wrong provider type (for example, if it request was for pediatric urology and the referral sent the beneficiary to a urologist that did not see kids),  Humana Military’s Call Center will forward that issue to their referral department to correct and not back to the PCM. 

TRO-S POCs:  Call Center Issues, 210-292-3216,  Referral Questions, 210-292-3254

UNITED CONCORDIA HOSTING WEBINARS FOR DENTAL TREATMENT FACILITY (DTF) STAFF AND REMOTE ACTIVE DUTY SERVICE MEMBERS (ADSMs):  United Concordia will host Webinars for DTF staff and remote ADSMs throughout the month of July. Two sessions will be held on each scheduled date, with one session designed specifically for DTF staff and one for remotes. 

The sessions will allow voice and text Q&A opportunities for participants. 

To participate in a Webinar: (Note a telephone and computer with an internet connection are required) 

1. Click the link below of the session you’d like to attend 

2. Enter your name. 

3. Enter the meeting password: Addp2009 

4. Click “Install” to join the meeting (this will take less than 60 seconds and will not be saved to your computer) 
5. A pop-up window to “Join teleconference” will open. Dial 888-276-8689 (passcode:6894373) to hear the presenter and to ask questions during the Webinar. 
	If you are a first time Webinar user, please join the session up to 15 minutes prior to start time to allow for configuration. For technical issues, contact WebEx Support at (866) 569-3239. 
	

	July 14 
	July 16 

	11:30 a.m. - DTF training 
2:00 p.m. - Remote training 
	10 a.m. – Remote training 
2 p.m. – DTF training 

	July 20 
	July 22 

	10 a.m. – Remote training 
2 p.m. – DTF training 
	10 a.m. – DTF training 
2 p.m. – Remote training


TRO-South POC:  210-292-3277

New Changes to Humana Military’s Enrollment Reports in the TRICARE Reports Gallery: The following reports were changed effect Monday, June 29, 2009. The changes to the reports were made in response to requests made by MTF representatives working with the Reports Working Group. The reports in question are found on the TRICARE Reports Gallery under additional reports/enrollment.  These reports allow the MTFs to see the names and addresses of any beneficiary enrolled or disenrolled to their MTF on a weekly basis. Columns have been added that show increases and decreases in MTF enrollment and links are available in the summary reports

that take a person directly to the detailed MTF information.

· ZUENR305A - Military PCM Enrollment Summary Weekly added Beneficiary Category Totals and added Enrollment Increase /Decrease Totals with Link to Detail (ZUENR311A). Modify the sort order to Branch, Installation, and DMIS.
· ZUENR311A  - Military PCM Enrollment Change Detail Weekly New Report is a clone of ZUENR310A.
· ZUENR315A - Military PCM Enrollment Summary Monthly.  This report will replace ZUENR305Am Added Beneficiary Category Totals.
· ZUENR305Am - Military PCM Enrollment Summary Monthly Report is discontinued.
TRO-South POC:  210-292-3229
SHINGLES VACCINE UPDATE:  Humana Military has contracted with CuraScript to provide the shingles vaccine (Zostavax) to provider offices.  There are guidelines that must be followed for handling the vaccine.  Providers are asked to verify with CuraScript whether they can receive the vaccine and store it properly.  CuraScript will also bill TRICARE directly eliminating the need for providers to incur the costs of the vaccine and billing.

Eligible beneficiaries between the ages of 60-65 should contact their providers to see if their providers have the vaccine and are administering it to TRICARE beneficiaries.

To download the CuraScript fax enrollment form or to find out more information, please visit the following link: http://www.humana-military.com/south/provider/Health_Wellness/provider_shingles.asp
TRO-South POC: 210-292-3228

Overseas Emergency Care for Prime-enrolled Active Duty Family Members:  Active Duty Family Members (ADFMs) who are enrolled in TRICARE Prime in the United States or overseas, may contact the TRICARE Global Remote Overseas (TGRO) Alarm Center to obtain emergency care assistance when traveling overseas.  In the past, the TGRO Alarm Center was not authorized to coordinate care for ADFMs who were not enrolled in TGRO. 

Covered services only apply to emergency care and emergency evacuation overseas.  Urgent care is not covered.  ADFM who are not enrolled in TRICARE Prime, and uniformed services retirees and their family members are not eligible to use the TGRO Alarm Center.  

In an emergency, ADFMs enrolled in prime should go to the nearest emergency care facility or contact the TGRO Alarm Center to seek immediate emergency assistance.  Once they arrive, they should contact the TGRO Alarm Center to coordinate payment and, if necessary, medical evacuation to another location where more comprehensive care is available.  ADFMs should not leave the emergency care facility until they have contacted the TGRO Alarm Center.  

ADFMs with other health insurance need to coordinate with their primary insurer to ensure payment for medical services.  The TGRO contractor will not guarantee payment as second payer; however the TGRO contractor can help ADFMs with other insurance located a provider.  

The TGRO contractor does not operate in the Commonwealth of Puerto Rico.  Prime-enrolled ADFMs traveling in Puerto Rico should contact their primary care manager or their managed care support contractor within 24 hours of seeking emergency care.

TGRO Alarm Centers are available in each of the three TRICARE overseas areas.

TRICARE Europe TGRO Alarm Center

Dial Direct or calling collect:  44 20 8762 8133

TRICARE Pacific TGRO Alarm Center

Dial Direct or calling collect:

Singapore   +65-6338-9277

Sydney   +61-2-9273-2760

TRICARE Latin America and Canada TGRO Alarm Center

1-800-834-5514

Collect:  1-215-701-2800

TRO-South POC:  210-292-3229 

Your feedback is very important to us and helps pave the way to enhancing the service we provide.
If you have any comments or suggestions regarding this publication, please contact 210-292-3278 or email tros_marketing@tros.tma.osd.mil. 
You can also provide feedback at anytime on staff performance on the TRO-South Online Customer Comment Card located at www.tricare.mil/trosouth. Thank you! 
DIRECTOR’S CORNER
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