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TRO-SOUTH MESSENGER
An Update for the Region
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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.
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MHS Leaders,

On February 25, 2011, TRICARE Management Activity (TMA) announced its intent to enter into a contract with Humana Military Healthcare Services, Louisville, Kentucky, (Humana Military) as the TRICARE Managed Care Support (MCS) contractor for the TRICARE South Region, under the T3 generation of contracts.   As you are aware, the health care support contractor assists the Military Health System in operating an integrated health care delivery system combining the resources of the contractor with the military’s direct medical care system to provide health care, plus medical and administrative support services to eligible beneficiaries.  On February 28, 2011 a protest was filed against the Government’s decision to award our regional T3 contract to Humana Military.  A stop work order was issued on the same day and we have stopped all T3 related discussions for now.  There will certainly be more detailed information to follow but for now I can assure you that current performance under the TNEX generation of TRICARE contracts will continue without interruption.  We have begun services as anticipated under Option Period 9 of our TNEX contract, which began service on 1 April, 2011.  This is a one year Option Period.  Please rest assured that current level of services will remain in effect and I will inform you concerning any T3 developments.

Best regards, Bill Thresher 

TRO-South POC: 210-292-3203
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DoD Discontinuing TRICARE Behavioral Health Care Provider Locator and Appointment Assistance Lines: The TRICARE Behavioral Health (BH) Care Provider Locator and Appointment Assistance Lines were put into place as an additional service in 2007 at the height of provider issues and concerns for Active Duty Family BH. Since that time, DOD has determined that the separate assistance lines are no longer effective since:

· beneficiary access to network and non-network BH providers has improved. 
· the eligible beneficiary audience for the service was limited to active duty and families. 
· multiple phone numbers for assistance is confusing. 
· service was found to be duplicative to assistance that can be provided through the toll-free call centers operated by health care support contractors.

Since inception, the BH assistance lines for all three regions have averaged only 2,800 calls from eligible beneficiaries per quarter. Very few callers request follow-up assistance or had emergent BH issues, and a significant percent of callers were ineligible to use the lines. 
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To ensure beneficiaries using the BH locator lines are served, TMA will maintain the active number with phone tree for a period of one year. They also plan to eliminate (or redirect) locator numbers from all TMA and partner beneficiary educational materials and customer service outlets as quickly as possible and include information about toll free phone lines, www.tricare.mil/mentalhealth and TRIAP demonstration and Telemental options as part of ongoing BH messaging. Total elimination of BH locator lines from all sources is expected by November 2011.

TRO-South POC: 210-292-3216
Humana-Military Launches Mobile Site: Humana Military Healthcare Services, Inc. (Humana Military) now offers even faster and more convenient tools to access beneficiary health care information through a mobile device or the interactive voice response (IVR) system. 

Beneficiaries can now access their health care information via a smartphone or other mobile device by visiting Humana Military’s mobile version of its website, called Humana Military Mobile, at https://m.humana-military.com/. Users can view the site on any smartphone or other Web-enabled handheld device. Humana Military Mobile provides links to several South Region services, including: 

· Provider locator

· Urgent care center finder

· My Eligibility & Plan Information (secure)

· Family Eligibility & Plan Information (secure) 

· Interactive Voice Response System 

Another feature Humana Military offers beneficiaries is its IVR system, an automated phone-response system that provides real-time information regarding their health care. Rather than waiting on hold for a live customer service representative, Humana Military’s automated IVR system allows users to quickly get information about TRICARE coverage and referral status for them and their families. The IVR system now offers enhanced features for callers using mobile phones, including the ability to make payments using your mobile phone and receive a payment confirmation receipt via text message.* The IVR system is available 24 hours a day, seven days a week at 1-800-444-5445. 

For more information about Humana’s IVR system, please visit www.humana-military.com. 

*While Humana Military does not charge for this service, standard message and data rates may apply. 

TRO-South POC: 210-292-3265
TIP Ad Hoc Now Offered In Virtual Forum: TIP Ad Hoc courses instructed by Humana Military will now be completed in an interactive online forum, eliminating the need for a TDY and associated costs. Classes will still be held quarterly. Information for the next course will be sent soon.
TRO-South POC: 210-292-3265
“MOVING MADE EASY” PORTABILITY TRANSFERS FOR ACTIVE DUTY: At the request of the Secretary of Defense, TRICARE has been actively seeking ways to improve the patient experience for Active Duty Service Members (ADSM) and their families who transfer Prime enrollments when relocating to a different region. This new customer service option allows ADSMs and ADFMs to transfer enrollment by simply contacting their current (losing) regional contractor to notify them of an upcoming move. The losing contractor will transfer all information to the gaining contractor/region who will contact the enrollee no later than five business days after the estimated relocation date to finalize details of the enrollment transfer. The losing contractor continues coverage until the enrollment transfer is complete.  
The enrollment transfer includes assignment of a Primary Care Provider best suited to location of a service member’s work, home and anticipated medical needs.  The new customer service option adds to the number of choices ADSMs have in transferring enrollment. Other choices may be online (Beneficiary Web Enrollment) or transferring enrollment during military in processing at the new location.  Retirees and other eligible beneficiaries who move will continue to transfer enrollment when they reach their new location.

TRO-South POC: 210-292-3219
TRICARE Office and Appointment Access Standards:  TRICARE appointment access standards ensure that beneficiaries receive timely care within a reasonable distance from their homes. Emergency services must be available 24 hours a day, seven days a week. Network and military treatment facility providers must adhere to the following access standards for nonemergency care:

· Initial behavioral health care appointment with a behavioral health care provider:

· Routine behavioral health care appointment: one week (seven days)

· Urgent behavioral health care appointment: one day (24 hours)

· Preventive care appointment: four weeks (28 days)

· Routine care appointment: one week (seven days)

· Specialty care appointment: four weeks (28 days)

· Urgent care or acute illness appointment: one day (24 hours)

Office wait times for nonemergency care appointments shall not exceed 30 minutes, except when the provider’s normal appointment schedule is interrupted due to an emergency. If a provider is running behind schedule, their office should notify TRICARE patients of the cause and anticipated length of the delay, and offer to reschedule the appointment. Patients may choose to keep the scheduled appointment.

TRO South POC: 210-292-3243

TMA Surveys Show Improvement in Customer Satisfaction From 2009 to 2010: TRO-South works closely with Humana Military to identify areas of low customer satisfaction, to determine the root cause of the dissatisfaction, and to develop courses of action to improve beneficiary satisfaction. 

The Health Care Survey of DoD Beneficiaries (HCSDB) reports customer satisfaction of outpatient care by enrollee status and by selected beneficiary categories. Nine metrics are measured: 


-Getting Needed Care 


-Getting Care Quickly 
-Doctor’s Communication 


-Customer Service 
-Claims Processing 



-Health Plan 
-Health Care 




-Personal Provider
-Specialist Care

  The FY10 survey results indicate that TRICARE Standard/Extra beneficiaries are the most satisfied beneficiaries followed by retirees and their dependents, enrollees to civilian primary care managers (PCMs), enrollees to military PCMs, active duty dependents, and active duty. The results also show that customer satisfaction improved in 78% of the metric scores from FY09 to FY10. In all categories except active duty, the Health Plan metric scores were significantly above the national benchmark (National Consumer Assessment of Healthcare Providers and Systems). 

For the full summary, please click here: 

TRO-South POC: 210-292-3234

BCAC PARTNERSHIP MEETING: The next TRO-South BCAC Partnership meeting is April 13, 2011.  The purpose of this forum is to share information that will help to better assist our customers and stay abreast of the many changes/issues that affect our beneficiaries and the military healthcare community overall. The meetings are designed for staff in the South region, but those in other regions/organizations are welcome to participate. A list of topics will be emailed closer to the meeting date. 

TRO-South POC: 210-292-3278 


TRICARE MANUAL CHANGES: Please visit http://manuals.tricare.osd.mil/ to view all changes.
-Change 43 (March 9, 2011) Summary of Changes: This change is a revision to the original policy that was as a result of the NDAA FY 2009 legislation regarding smoking cessation. This change clarifies what constitutes a quit attempt, how many quit attempts are covered, and the number and mix of smoking cessation counseling sessions allowed per quit attempt. The more detailed and specific coverage criteria provided by this change is needed to assure a smoother and accurate implementation process by the Managed Care Support Contractors (MCSCs).
-Change 114 (February 22, 2011) Summary of Changes: This change eliminates the requirement for the Managed Care Support Contractors (MCSCs) to identify and make appointments with behavioral health providers for Active Duty Service Member (ADSM) and enrolled Active Duty Family Member (ADFM). TRICARE will now require the MCSCs to identify behavioral health providers willing to accept TRICARE, for any beneficiary who inquires.
Your feedback is very important to us and helps pave the way to enhancing the service we provide.
If you would like to provide comments or feedback on the TRO-South Messenger or the services provided by a TRO-South staff member, please access our online customer feedback section located on our website at TRO-South Comment Card.
If you need immediate assistance with this publication, please call 210-292-3265.
Thank you! 

Did you know that there are over 575,000 outpatient visits every week in the South Region?
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TMA Surveys Show Improvement in Customer Satisfaction From 2009 to 2010   


The Health Care Survey of DoD Beneficiaries (HCSDB) reports customer satisfaction of outpatient care by 


enrollee status and by selected beneficiary categories. Nine metrics are measured: Getting Needed Care, 


Getting Care Quickly, Doctor’s Communication, Customer Service, Claims Processing, Health Plan, Health 


Care, Personal Provider, and Specialist Care.  The results of the FY10 survey indicates that the TRICARE 


Standard/Extra beneficiaries are the most satisfied beneficiaries followed in order by retirees and their 


dependents, enrollees to civilian primary care managers (PCMs), enrollees to military PCMs, active duty 


dependents, and active duty. The survey shows that customer satisfaction improved in 78% of the 


metric scores from FY09 to FY10. In all categories except active duty, the Health Plan metric scores were 


significantly above the national benchmark (National Consumer Assessment of Healthcare Providers and 


Systems). In the Brooke Army Medical Center, Ft Sam Houston, TX catchment area, enrollees to military 


PCMs were more satisfied than enrollees to civilian PCMs in all metrics except Customer Service. In the 


Moncrief Army Community Hospital, Ft Jackson, SC catchment area, enrollees to military PCMs were 


more satisfied than enrollees to civilian PCMs in five metrics (Doctor’s Communication, Health Plan, 


Health Care, Personal Provider, and Specialty Care).  The HCSDB report can be viewed at the following 


URL: http://www.tricare.mil/survey/hcsurvey/consumer‐watch.cfm. 


The 2010 TRICARE Outpatient Satisfaction Survey (TROSS) reports outpatient survey results by the 


source of healthcare received – Direct Care (DC) or Purchased Care (PC).  Eight metrics are measured: 5 


with benchmarks (Satisfaction with Healthcare and Provider, Access to Care, Doctor’s Communication, 


Helpful and Courteous Office Staff) and 3 without benchmarks (Overall Health Plan, Perception of MHS, 


and Mental Health Care). For PC users, beneficiary satisfaction improved or stayed the same in all eight 


metrics. PC users scored significantly above the benchmarks (BMs) in all 5 metrics with BMs. The 6th 


MDG at MacDill AFB, FL catchment area had the most satisfied PC users with 5 metric scores 


significantly above their BMs. Several MTF catchment areas (20th MDG, Shaw AFB, Eisenhower Army 


Medical Center, NH Pensacola, 96th MDG, Eglin AFB, NHC, Charleston, 42nd MDG, Maxwell AFB, 45th 


MDG, Patrick AFB, and Lyster AHC, Ft Rucker) had PC users with 4 metrics having scores significantly 


above their BMs.   


TRO‐South works closely with Humana Military to identify areas of low customer satisfaction, to 


determine the root cause of the dissatisfaction, and to develop courses of action to improve beneficiary 


satisfaction. Please contact 210‐292‐3234 if you desire to view the survey results. Direct Care survey 


results are also available for review. 






