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Access to Care
General

· By law, the following priority access to care is provided to beneficiaries:

1.  Active duty

2.  Active duty family members enrolled in Prime

3.  Retirees, survivors, and their family members enrolled in Prime

4.  Active duty family members not enrolled in Prime

5.  Retirees, survivors, and their family members not enrolled in Prime

6. Non-enrolled persons eligible for care will be seen on a space available basis

What are the access to care standards?

· Within 24 hours for acute illness/injury (i.e. when you're sick)

· Within 1 week for routine visit (i.e. ongoing conditions)

· Within 4 weeks for preventive health visits (i.e. eye examinations)

· Within 4 weeks for routine specialty care referrals (i.e., dermatology or orthopedics).  Access for referrals other than routine are at PCM discretion

How do I make an appointment?

· Family Practice/Internal Medicine/Peds: Call (661) 277-7118 or call PCM team direct

· Flight Surgeon’s Office:  Call (661) 277-2575

· Optometry:  Call (661) 277-3187

· Dental (Active Duty or emergencies only):  Call direct, (661) 277-2872

· After Hours Care: (661) 277-2330

What are the Medical Treatment Facility’s (MTF) hours of operation?

· Family Practice & Pediatrics: Mon – Tue, Thur – Fri 0800 –1630 

Wed 0800 – 1300 

· Flight Medicine: Mon – Tue, Thur – Fri 0700 -1600 

Wed 0700 – 1300

· Ancillary Services (Lab, X-ray, Pharmacy): Mon – Tue, Thur – Fri 0800 –1630 

Wed 0800 – 1500 

Who should I call if I can't get an appointment?

· Ask for the Patient Relations Monitor from the clinic in which you need the appointment
Claims Issues

General Information

· It is never necessary to file a claim when you see a provider at a Military Treatment Facility (MTF)

· Generally speaking, a claim is filed every time you see a civilian provider

· If provider is a TRICARE participating provider, the claim will usually be filed for you

· Active duty members who receive a bill should contact Palmetto Government Benefits Administrators (PGBA) at (800) 930-2929

· Over 99% of claims are processed within 30 days—far surpassing typical civilian health plans

What are the main causes of slow claims processing?

· Inaccurate or missing data in the Defense Enrollment Eligibility Reporting System (DEERS).  For example, a family member not enrolled in DEERS will tell the claims processor the person is not eligible for TRICARE and will cause the submitted claim to be rejected.  If not recently done, personnel should go to the Military Personnel Flight to be sure DEERS is up-to-date/accurate for all family members.  Any other problems can usually be resolved through the TRICARE Service Center or PGBA.

How do I check on the status of a claim?

· Active Duty:  Contact PGBA at (800) 930-2929

· All others:  Contact the regional TRICARE Service Center, (800) 242-6788 

· United Concordia Dental claims:  (800) 866-8499
What if I receive a bill?

· Active Duty:  Contact PGBA, (800) 930-2929
· All others:  Contact the regional TRICARE Service Center, (800) 242-6788

Who do I call if I have problems?

· Active Duty:  PGBA, (800) 930-2929 or Managed Care office, (661) 277-6969
· All others:  Contact the regional TRICARE Service Center, (800) 242-6788, or
stop by the local TRICARE Service Center in bldg 5521, Room 115 

· If sent to collections, contact the Debt Collection Assistance Officer at 277-6969
Enrollment

What is enrollment?

· Enrollment is the process of signing up for TRICARE Prime 

· Active duty complete enrollment form for themselves during MPF Newcomer’s Orientation.  Enrollment forms are provided for family members as well at the MPF Newcomer’s Orientation.  Sponsors are encouraged to complete the enrollment form as soon as possible and turn it in to the TRICARE Service Center

· For most people, Prime is the most cost effective TRICARE choice and will also give the best access to a military treatment facility

· Space available appointments can be difficult to obtain – TRICARE Prime enrolled to the MTF have priority

· HIGH INTEREST ITEM FOR ENTIRE CHAIN OF COMMAND: EVERY EFFORT SHOULD BE MADE TO INFLUENCE E-1 TO E-4 TO ENROLL IN PRIME.  WE MUST TRY TO SHIELD THEM FROM SIGNIFICANT COST DIFFERENCES BETWEEN TRICARE PRIME AND TRICARE STANDARD.

Benefit to the beneficiary?

· Virtually no cost to active duty and their family members

· Guaranteed access to health care

· Assigned to a Primary Care Manager (PCM) and their support team members who know you and your family

· Access to 24 hour/7 day per week PCM on call.  PCM can assess urgency over the phone and provide advice, meet patient at the clinic for assessment, and/or arrange for immediate care downtown, if needed

· Focus on preventive care - keeping you and your family healthy

· Coverage when away from home

·  “Split” enrollment allowed, with some family members enrolled in different locations

Enrollment (Continued) 
· Enrollee receives TRICARE Prime card which lists important phone numbers to call when seeking an appointment and seeking health care information

· Active Duty members receive cards with similar important information during MPF Newcomer’s Orientation.  Contact your first sergeant if a card is needed

Cost to me?

· Free enrollment for active duty and family members – family members will have small co-pay if they have a prescription filled at a network pharmacy.  
· Eligible retirees, family members, survivors - $230 for one beneficiary or $460 for a family to enroll 

How do I enroll at Edwards Air Force Base?

· Visit the TRICARE Service Center in Bldg 5521, Room 116, from 0730-1730 (M-F)

Who do I call if I have problems?

· Active Duty:  NCOIC, Managed Care, (661) 277-6969
· All others:  Regional TRICARE Service Center, (800) 242-6788
Primary Care Manager

What is a Primary Care Manager (PCM)?
· A health care professional, similar to a local family doctor, who provides and guides health care delivery (there is one PCM assigned to your squadron’s active duty members and their family members)

· Single point-of-contact for non-emergency health care for enrollees in TRICARE Prime 

· Recommends preventive and wellness services

· Makes any needed specialty referrals (i.e. dermatology or orthopedics) 

Benefit to the beneficiary?

· Treatment by a health care provider who you know - by name!

· Continued treatment with the same person who knows you and your health history

· Makes patient more comfortable just seeing the same PCM the majority of the time

· Provides preventive services to help prevent illness and injury

· Assistance in arranging specialty care or hospital admission

· Your PCM maintains your records so they are always available as needed

How do I get a primary care manager?

· Active Duty beneficiaries and their family members over the age of 12 are assigned a PCM according to the sponsor's unit of assignment

· Beneficiaries under the age of 13 are assigned to a Pediatric PCM

· Contact the Managed Care Office at 277-6969 to find out who your PCM is or to request a PCM change


Primary Care Optimization

What is Primary Care Optimization (PCO)? 

· A re-engineering of military medicine that focuses on care delivery improvements

· Addresses concerns of access, cost, care continuity, health management and patient/staff satisfaction

· Moves military medicine into a comprehensive care model to keep patients healthy through prevention, and treat illness at the right time, by the right provider, with the right care

How is PCO different?  

· A health care professional, similar to the local family doctor, will be assigned to you as your Primary Care Manager (PCM), you will know your provider …BY NAME and your provider will know you

· Each PCM is assigned a panel of patients based on the active duty members’ squadron assignment or patient preference

· Each PCM will have a care team of one nurse, two medical technicians, and a health service manager to support care activities

· Every member of the care team has enhanced primary care roles to provide efficient, effective medical care and service

· Team nurses are available during duty hours to provide advice, triage and information

· Families are enrolled to a PCM team based on active duty member’s squadron

· PCM teams will provide comprehensive care: take care of you when you are sick and provide wellness services to prevent sickness or injury

· A health database tracks preventive health care needs and allows timely health maintenance check-ups 

· Preventive health includes screening, counseling, risk factor identification, diet/exercise plans, and immunization

When I Am Sick

During Duty Hours 
What if there is an on-base emergency?
· Dial 911 when there is any threat to life, limb, or sight

What if there is an on-base non-emergent situation?

· Step 1: Follow your self-care handbook for care recommendations

· Step 2: If the book recommends you seek medical care, call your PCM team at 277-7118

· Your PCM team will ensure you receive the appropriate services based on your condition.  This may range between telephone advice to an immediate appointment

Do I need to be put on Quarters to stay home from work?

· Not necessarily, it is ultimately a chain of command decision whether being put on quarters is necessary

· In most cases, if you are sick and need rest, we do not recommend going through the process of making it official by placing you on quarters.  It runs counter to getting the rest you need and may spread your sickness to others

· Decisions to allow active duty members to stay home from work are no more complex from the decisions we routinely make to keep our children home from school

Whatever happened to sick call (it was so easy)?

· Sick call was an easy way for our active duty members to obtain care; however, it was a disservice:

· It was inefficient and required long waits--active duty members often had to wait as long as 3-4 hours for care

· Active duty members lost valuable rest time and duty time

· They also spread germs to other patients


When I Am Sick (Continued)

After-Hours Care
What if there is an on-base emergency?
· Dial 911 when there is any threat to life, limb, or sight

What if there is an on-base non-emergent situation?

· Step 1: Follow your self-care handbook for care recommendations

· Step 2: If you need nurse advice, consider calling the Health Care Information Line (HCIL) at 1-800-611-2883 

· Step 3: Call the 95th Medical Group After Hours Care at (661) 277-2330

· Based upon the PCM’s assessment, the PCM will provide advice, set up an immediate appointment regardless of the hour (if necessary), set up an appointment for the following day, or refer to emergent/urgent care downtown

Health Care Finder

What is a Health Care Finder (HCF)?

· Registered nurse who coordinates with your PCM to arrange a specialty care appointment and generate necessary referral/authorization numbers.

· Assists with finding physicians and specialists who will accept TRICARE Standard payment for service, thus avoiding additional charges (if your family has chosen the Standard option)

· Provides a list of doctors participating in the TRICARE Extra network

· Will help you find the care that you need

Benefit to the beneficiary?

· HCF provides assistance with referral to the appropriate specialists

· When in doubt with any health care referral concerns, the Health Care Finder 

(800) 242-6788) is a good person to call

How do I access the Health Care Finder?

· Call the Regional TRICARE Service Center at 1-800-242-6788,  24-hours a day, 7 days a week
Who should I contact if I am having difficulties accessing this line?

· The Contracting Officer’s Technical Representative (COTR), (661) 277-6969
Health Care Information Line

What is the Health Care Information Line (HCIL)?
· The Health Care Information Line is an information line that is staffed 24-hours a day, seven days a week by a registered nurse

Benefit to the beneficiary?

· Assistance is provided to help you determine if a condition is an emergency, to discuss treatment alternatives, and for information on preventive health issues

· Patients can ask about any medical topic that interests them

· Free service to all beneficiaries regardless of enrollment status

· A variety of audio tapes on health care topics is available that you can listen to anytime, day or night 

How do I access the Health Care Information Line?

· Call 1-800-611-2883 24-hours a day, 7 days a week
Who should I call if I am having trouble with this line?

· The regional TRICARE Service Center, (800) 242-6788

Preventive Health Assessment (PHA)

What is PHA?

· Includes a records review, interval history, and current needs assessment

· Intended to meet age/gender specific preventive health requirements

· May lead to targeted physical evaluation based on risk/needs
· Assists the primary care manager to plan both individual and community health promotion programs

Benefit to the beneficiary?

· Enables PCM to target your specific health care issues, based on both age/gender specific risks and your individual medical needs/risks

· Educates you on "prevention" to better able you to take care of yourself before illness occurs 

What is the process for completing the Health Enrollment Assessment Review (HEAR)?

· Active Duty members receive a HEAR survey upon initial enrollment.  Edwards AFB clinic may ask for a new HEAR survey when you are first assigned to the base or if there appears to be a significant change in your health status.

· PCM teams process the HEAR forms and contact the beneficiary if required

Who do I call with questions about HEAR?
· Our Health Care Integrator at (661) 277-4466

Out of Area Care

What do I do if I need medical care and I am away from home?
· Emergency - Anyone, regardless of the health care option they participate in, should call 911 or proceed to the nearest emergency room - military or civilian - if care is needed to safeguard life, limb or eyesight, or for serious injury such as a broken bone.  Within 24 hours, or as soon as possible, notify the Health Care Finder at (800) 242-6788 to avoid problems with payment of your bills

· In all other cases, all Prime enrollees should call 1-800-242-6788 for authorization for care.  This will ensure care is authorized and claims will be paid promptly.  Care that is not authorized will be considered at a 'point-of-service' rate, which is typically much higher  

· When traveling or relocating, active duty should only seek emergency and acute/urgent care.  Routine health care needs, such as for an ongoing skin condition or to get eye exams, should be sought at the facility where the member is enrolled.  When in doubt, the member should call their PCM  

· When traveling or relocating, if a Prime enrollee who is enrolled to an MTF seeks care at another military medical facility, the patient has the same access priority to care as beneficiaries enrolled at that MTF.  They are not considered to be on a space-available basis

· Enrollees, including active duty, must call (800) 242-6788 for assistance in arranging non-emergent care while away from home

Who do I call with problems obtaining out of area care

· Active Duty and all others enrolled to the MTF:  Call the After Hour Care line,

 24 hrs/7 days, (661) 277-2330


Permanent Change of Station (PCS)

What to do when outprocessing?

· Non-Active Duty:  Stop by the TRICARE Service Center, bldg 5521, Room 115, to inform of PCS; enrollment continues until you transfer enrollment at your new base.  For care enroute, stop at any MTF or call (800) 242-6788 for assistance in obtaining civilian care

· Active Duty:  Transfer of enrollment is automatic during inprocessing at new base.  For care enroute, stop by any MTF or call (800) 242-6788 for assistance in obtaining civilian care

What to do when inprocessing?

· Active Duty:  Attend MPF Newcomer’s Orientation

· All others:  Stop by the local TRICARE Service Center at new base to transfer enrollment

Moving to another TRICARE Prime Region (TRICARE is now operational across U.S.)

· TRICARE Prime enrollment portability lets active duty and their families maintain their prime coverage by transferring their enrollment in Prime during a permanent move to another DoD Health Service Region.  Relocating Prime enrollees are covered by their losing TRICARE contractor until they transfer enrollment to the TRICARE gaining contractor.  Relocating enrollees should accomplish an enrollment transfer at their new duty station as soon as possible upon their arrival.  Enrollees who transfer enrollment continue with their same enrollment period and anniversary dates. 

Who do I call if I have problems 

· Active Duty:  Contact the NCOIC, Managed Care at your new base

· All others:  Contact the Regional TRICARE Service Center, (800) 242-6788

Pharmacy 

Location(s) & Hours: 

· Pharmacy is located at the main clinic in the main lobby area.  Operating hours are 0800-1700 Monday, Tuesday, Thursday and Friday.  Wednesday hours are 0800-1500.  The Pharmacy is closed on federal holidays. 
What do I do if I need to use the clinic’s pharmacy?
· Refills: Call in before 1600, ready for pick up after 1200 the next duty day.  Call in after 1600, ready for pick up the second duty day.  Refill numbers are (661) 277-9896 or (800) 585-1216, ext 79896
· Prescriptions can be picked up by anyone with the patient's ID card (or a copy of the ID card), and written authorization from the patient.  Legal guardians can pick up prescriptions for minors without the patient’s ID card or authorization
· National Mail Order Pharmacy information is available at the Pharmacy window and in the Managed Care office, bldg 5521 
Who do I call if I have questions or am having difficulties?
· Contact the Pharmacy Officer, (661) 277-3984/2052
TRICARE Options

What are my TRICARE options?

· Active duty are enrolled in TRICARE to the MTF (exception: those eligible for TRICARE Prime Remote)
· Active duty family members, retirees and other eligible persons may choose from 3 TRICARE options

· TRICARE Prime

· TRICARE Standard

· TRICARE Extra

What is TRICARE Prime?

· Most chosen option of those eligible to enroll.  Family members can enroll to MTF or to PCM downtown if residence is more than 30 minutes from MTF
· Receive priority care at military hospitals and clinics when enrolled to MTF

· Assigned PCM who provides and guides health care delivery

· Most comprehensive health care benefits at the lowest cost of 3 options

· Care provided according to strict access standards

· Requires enrollment for one year (applies to non-active duty only)

· Focuses on preventive care

· Available everywhere in the United States and in many overseas locations

What is TRICARE Standard?

· Eligible beneficiaries may choose any physician they want to see for health care, and the government will pay a percentage of the cost

· Most flexible option, but also most expensive

· No enrollment required

· Deductibles and cost-shares applicable

· Government cost-shares with patient

· Can still seek space-available care in military hospital, but at low priority

· New name for old program (Civilian Health and Medical Program of the Uniformed Services, or CHAMPUS)


TRICARE Options (Continued)
What is TRICARE Extra?

· Same rules as Standard 

· Added benefit is that you pay less than Standard--you get a discount if you use a TRICARE Prime provider 

Who do I contact if I have questions?

· Contact the Regional TRICARE Service Center, 1-800-242-6788

TRICARE Dental Program

Who is eligible?

· Family members of active duty members

· There is a separate program for retirees and their family members

 How do I enroll?

· Visit your Military Personnel Flight, access the United Concordia website at www.ucci.com or call United Concordia at (888) 622-2256

· Once you are enrolled, there is no need for reenrollment; your enrollment is continuous until you disenroll or end your active duty service

What does it cost?

· $7.63 per month for one family member and $19.08 per month for more than one family member.  This represents just 40% of the overall premium--the Air Force pays the other 60%

Is there a copayment requirement?

· There is no copayment for preventive services; however, restorative care requires a 20% copayment

Are there annual limits?

· Yes, the annual maximum payment is $1,200 per enrollee per year for non-orthodontic services and a life-time maximum of $1,500 per enrollee for orthodontic treatment

Is there a 24 hour customer service line?

· Yes, it is available 24 hours per day Monday through Friday at (800) 866-8499

TRICARE Reference Material

Useful websites: 

95th Medical Group - https://centernet.edwards.af.mil/95med/
TRICARE Prime Remote - http://www.tricare.osd.mil/remote/
TRICARE Southern California - http://www.reg9.med.navy.mil
AF/SG Website - http://sg-www.satx.disa.mil/af/sg/businesstools/index.cfm
TRICARE Management Activity Website - http://www.tricare.osd.mil
TOPS Rating Scale (shows TRICARE performance measures, based on Customer Satisfaction)- http://www.tricare.osd.mil/reptcard/tops/topsrate0699.html 

TRICARE by Palmetto Government Benefits Association (PGBA) - http://www.mytricare.com
United Concordia Dental Program at website at http://www.ucci.com
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