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Commander’s Tool Kit

What Our Members Say About Us….

Quality

96% of Patients are satisfied with the quality of care they receive

Access

95% of Patients are satisfied with access to Air Force medical care

Appointments

99% of Patients find making appointments easy

79% of Patients are happy with the waiting time for appointments

Reenrollment

91% of Patients plan to remain with TRICARE Prime

Source:  Air Force Performance Measurement Tool

What Our Commanders Have Asked Of Us….

Change briefing requirement for newly assigned commanders from within 30 days of their first duty day to 90 days

DONE

Expand program to first sergeants and wing senior enlisted personnel

DONE

Provide updates more frequently on new programs and fixes to existing problems; make them clear, concise, perhaps electronic via both push and pull information mechanisms

DOING ON A CONTINUOUS BASIS 
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Enrollment

“Enrolling” is the process of signing up for TRICARE Prime.  For most people, enrolling in Prime is the most cost-effective TRICARE choice.  It also gives you the best access to a military treatment facility.  

Enrolling in Prime guarantees: 

· Timely access to health care

· A Primary Care Manager (health care provider) 

· A focus on preventive care

· TRICARE Prime coverage away from home

There is no enrollment fee for active duty members and family members to enroll in TRICARE Prime.  Eligible retirees and their family members pay $230 for a single retiree or $460 for a family to enroll.

Question

How can I enroll in TRICARE Prime?  

If you are on active duty you will be enrolled in TRICARE Prime automatically and assigned a Primary Care Manager.   You can enroll on a voluntary basis either by visiting or calling the local TRICARE Service Center and completing an enrollment application.                                                                          

More Q&A: http://www.tricare.osd.mil
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How & Where to Enroll

· To enroll in TRICARE Prime and designate Whiteman Clinic as your primary care facility, visit the 509th Medical Group (509 MDG), TRICARE Service Center (TSC)

TRICARE Service Center, Bldg 2032

331 Sijan Avenue, Whiteman AFB, MO

Phone Numbers
· TSC:  (660) 563-9100 or 1-888-Tri-West

Websites
· 509 MDG: http://wwwmil.whiteman.af.mil/509mdg/home.htm
· TRIWest Healthcare Alliance: http://www.triwest.com
· TRICARE Central:  http://web01.region8.tricare.osd.mil/
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H.E.A.R.

A vital part of providing appropriate health care for TRICARE Prime enrollees is the completion of a Health Enrollment Assessment Review or HEAR form for each enrollee.  This confidential document is used to determine an individual’s health needs and to plan both individual and community prevention and health promotion programs accordingly.  Although completion is currently voluntary, this is a key part of providing appropriate medical care.

Question

How often does the form need to be completed?  

Since it’s an enrollment form, it needs to be completed only once per enrollment in each region.

More Q&A: http://www.tricare.osd.mil
Can answers on the form hurt participation in flying, PRP, etc.?

The form prompts your doctor to look into your health habits and needs.  Only when your doctor diagnoses a problem that affects flying or PRP might that occur.  The HEAR form, itself does not.
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H.E.A.R. Process

· HEAR forms will be issued by TriWest to enrollees, age 17 and above

· For questions or forms contact the HEAR Hotline 

· Air Force active duty will be asked to complete a HEAR form as part of their annual Physical Health Assessment (PHA)

Phone Numbers

· TriWest:  (660) 563-9100 or 1-888-Tri-West

· HEAR Hotline: 1-888-228-3130
Websites
· 509 MDG: http://www.whiteman.af.mil 

· Policy for TRICARE HEAR: http://www.tricare.osd.mil
Policy    FY97     #9703
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Primary Care Management

Primary Care Managers or PCMs are Doctors, Physician Assistants and Nurse Practitioners who coordinate your medical care.  By arranging all your medical care, your PCM will become an expert on your health and that of your family members.  Your PCM will coordinate the care you receive from specialists, hospitals, and other providers.  You’ll be referred to other military and civilian providers in the TRICARE network when appropriate.  Your PCM will also work with a Health Care Finder to authorize hospitalization and certain outpatient procedures.  For most appointments, your care will be faster and better if you see your PCM.  Consider taking an appointment with your doctor instead of the “next available”

Question

If I am already confident that I need to see a specialist, do I need to contact my PCM before I go? 

Yes, because that’s an important part of your care.  Your PCM will combine the advice specialists give with what he/she knows about you, your work, etc.  The PCM cannot do that work if “they are out of the loop”.  “Contacting your PCM” does not mean “roadblock”, though in some cases a telephone conversation will do!

More Q&A: http://www.tricare.osd.mil
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Team Listing

· The 509 MDG has teams consisting of Doctors, Nurses Medical and Administrative Technicians
· Procedures for Team Assignment

· Active duty, dependents, and retirees can choose their team when they enroll in TRICARE Prime depending on availability (PCM Capacity)

MTF Specialty Care Services
Aerospace Medicine
Allergy/Immunology

Dental Care


Family Advocacy/ Social Work

Family Medicine

Internal Medicine
Laboratory


Life Skills (Mental Health)

Nutritional Services 

Optometry


Pediatrics


Pharmacy




Physical Therapy

X-Ray
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Prevention Services

· Health and Wellness Center
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· Tobacco Cessation

· Health Risk Appraisal

· Wellness Program Handouts

· Microfit Assessment                                                       ( a computer based fitness assessment)

· Cholesterol Screening

· Fitness Consultation

· Free Aerobic Classes

· Blood Pressure Checks

· Nutrition Counseling

· Disease Management 

· Asthma Education

· Diabetic Education

· High Blood Pressure:  Prevention, Early Detection and Management

· Cholesterol Management

· Cancer:  Screenings, Prevention, and Treatment

· Healthy Back Education Program

Phone Numbers

· (660) 687-2188 or 1-800-334-2958

Websites

· 509 MDG: http://www.whiteman.af.mil
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Access

TRICARE Prime patients are our first priority, so to be seen here your best bet is to enroll in Prime.  We will find a way to meet your needs within 24 hours for an acute (serious) illness; within (1) one week for a routine visit; within (4) four weeks for preventive health visits; and within (4) four weeks for specialty care referral.  Because our teams of doctors and nurses work closely together, we can often meet your needs without making you sit in our waiting rooms.  In consultation with the doctor, our staff can arrange some medicines (over-the-counter), and tests (like throat cultures) that save you time and convenience.

Question

What is my priority for care in the MTF? 

By law, priority for care at the MTF is based on the following: 

· Active duty personnel 

· Active duty family members enrolled in TRICARE Prime 

· Retirees, Survivors and their family members enrolled in TRICARE Prime 

· Active duty family members not enrolled in TRICARE Prime 

· Retirees, Survivors and their family members not enrolled in TRICARE Prime 

· Non-enrolled persons eligible for military health care will be seen at military hospitals and clinics on a space-available basis

More Q&A: http://www.tricare.osd.mil
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Making Appointments

· Appointments can be obtained by calling the TRICARE Service Center Monday - Friday from 7 a.m. to 4:30 p.m.

· To make urgent care appointments on Saturdays, holidays, and down days call the Health Care Clinic (HCC) from 8 a.m. to 12:00 p.m. 

· PRIME enrollees – To receive coverage for specialty care and referrals (military or civilian), they must be arranged and approved by your Primary Care Manager 

Clinic Hours

· The Whiteman Clinic hours of operation are:

· 7:30 a.m. to 4:30 p.m. Monday - Friday

· 8:00 a.m. to 12:00 p.m. on Saturdays and Down Days

· Scheduled Clinic closures:

· Every last Wednesday of the month from 12:00 p.m. to 4:30 p.m. for military readiness training

· Flight Medicine Clinic - every Thursday from 1:30 p.m. to 4:00 p.m. for section specific training
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Unique Circumstances

· On Saturdays and Holidays the TSC is closed, if you need an acute appointment call the Health Care Clinic (HCC)

· There are no appointments available on Sundays

We are a MILITARY Group, full partners in the historic 509th Air Base Wing, so when military demands occur our hours change.  CALL before coming to the pharmacy to double check whether or not we are open.

Phone Numbers

· TSC:  (660) 563-9100 or 1-888-Tri-West (for Saturday and Holiday appointments ensure you choose the appropriate options)

· HCC:  (660) 687-2188 or 1-800-334-2958

Websites

· 509 MDG:  http://www.whiteman.af.mil
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Health Care Advice Line

The TRICARE Line for Care (TLC) is an information line offering guidance on health and wellness matters.  For instance, the nurses at the TLC will help determine if a condition is an emergency or not.  They also give guidance on preventive health issues.

Remember that your PCM (Doctor) or his/her partner is on call 24-hours daily, also.  Though the advice nurse may recommend an immediate visit, your PCM may have a better idea.  When your PCM does suggest an ER visit, you want him/her to know what was the outcome so they can participate in your recovery.

Question

What is the function of the Nurse Advisor at the Health Care Advice Line? 

Nurse advisors are available in most regions, by phone, to provide advice and assistance that will enhance patient decision making about their health care. They are available 24 hours a day, 7 days a week, and can discuss treatment alternatives, symptoms, and illness prevention or can advise whether a situation warrants immediate medical attention. Any TRICARE-eligible person can use the service of the nurse advisor.

More Q&A: http://www.tricare.osd.mil
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Contacting TRICARE Line For Care (TLC)
· Available 24 hours a day, 365 days/year toll free

· For health and medical advice

· Advice line only (cannot authorize healthcare)

Phone Numbers

· TLC:  1-888-887-4111

· Your PCM:  1-888-TRIWEST or (660) 563-9100

Websites

· 509 MDG: http://www.whiteman.af.mil
· TRICARE Central:  http://www.triwest.com 
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Health Care Finder

Health Care Finders (HCFs) are Nurses or Physician’s Assistants.  HCFs work with Doctors to make appointments with specialists in the local area.  HCFs also authorize hospitalization and certain outpatient procedures.

Question

How does a Health Care Finder assist the Patient in obtaining medical care?
Health Care Finders work with Patients and providers to locate the appropriate level of care, whether primary care or specialty care, that is most convenient and cost effective for the Patient.  They do this by maintaining a database of providers who participate in the TRICARE program and by working one-on-one with the providers and Patients to ensure the right care is provided at the right time. 

More Q&A: http://www.tricare.osd.mil
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Location & Hours for HCF

· 509 MDG Whiteman Clinic, M-F 7:30 a.m. to 4:30 p.m.

· Central Call Center, Phoenix AZ 

· Available 24 hours, 365 days/year toll free

Phone Numbers

· HCF:  (660) 687-9100 or 1-888-Tri-West

Websites

· 509 MDG: http://www.whiteman.af.mil
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Out of Area Care

Routine – If you need non-emergency care away from home, your care will be covered if you get approval from your PCM.  You can call your PCM at 1-800-334-2958.
Urgent - Care for a medical condition that, while not life or limb threatening, is serious enough that you cannot delay treatment.  (For example, eye or ear infections and suspected bladder infections)  Call PCM prior to seeing a provider for authorization.

Emergency – Care is Life, or Limb threatening.  Don’t lose time on the telephone; go to the nearest facility that is equipped to handle the situation.  Active duty PRP members should contact the clinic following any emergent care.  TRICARE covers emergency medical services no matter where you are and which plan you use – Standard, Extra or Prime.  (deductibles, co-pays apply)

Before leaving town contact TRICARE for additional information.

Question

What should I do if I’m a Prime enrollee and get sick while traveling outside my region? 

You should contact your PCM for instructions in a non-emergency situation.  Authorization for care can also be obtained from the Health Care Finders.  For non-urgent or non-emergency care you must first obtain authorization.
More Q&A: http://www.tricare.osd.mil
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Procedures for Out of Area Care

· If you or your family require medical treatment when traveling (vacationing, moving) you must contact your Primary Care Manager for approval

· Emergencies:  If there is a threat to life, limb, or eyesight, dial 911 or go the nearest emergency room

· If you visit the emergency room during a situation that does not involve a true emergency, you may be responsible for the emergency room bill

Phone Numbers

· PCM:  (660) 687-2188 or 1-800-334-2958

Websites

· 509 MDG: http://www.whiteman.af.mil
· TRICARE Central:  http://www.triwest.com
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Permanent Change of Station (PCS)

Out-processing checklists at each base include the local Military Treatment Facility (MTF) and/or TRICARE Service Center.  When moving to a different region, you will have up to 30 days at the new site to enroll.  Your old region will cover you for care until you enroll at the new region.  See also Section 7, Out of Area Care.  

Question

If my family moves to a different region, are we (active duty) automatically assigned a new Primary Care Manager, or do we have to re-enroll?

Enrollment in TRICARE Prime entails the assignment of a Primary Care Manager, enrollment in DEERS, and communication with the member on what enrollment in the TRICARE program means.  For active duty members, enrollment is automatic.  For active duty family members, enrollment in TRICARE Prime is on a voluntary basis.  Currently, if you move to a different region, you will have up to 30 days at the new site to enroll.  Your old region will cover you for care until you enroll at the new region.  Enrolled members will start a new 12-month enrollment period.

More Q&A: http://www.tricare.osd.mil
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What to do prior to/after PCS
· Prior to your PCS, check with the 509 MDG, TRICARE Service Center (TSC)

· When in-processing at your new assignment, you must transfer your enrollment from the 509 MDG to your new location

What to do for care during PCS
· If you or your family require medical treatment when PCSing you must contact your Primary Care Manager for approval

· Emergencies:  If there is a threat to life, limb, or eyesight, dial 911 or go the nearest emergency room

· If you visit the emergency room during a situation that does not involve a true emergency, you may be responsible for the emergency room bill

Phone Numbers
· PCM:  (660) 687-2188 or 1-800-334-2958

· TSC:  (660) 563-9100 or 1-888-Tri-West

Websites

· 509 MDG: http://www.whiteman.af.mil
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Claims

Filing a claim in the TRICARE system can be confusing.  Here are some general rules to help you understand how it works:

1. Filing a claim is not necessary if you see our doctors.
2. Claims are filed when a patient sees a civilian doctor.  The process of filing a claim varies.  In some cases, the doctor will file the claim; in others, the patient is responsible.  For your sake, it's important to fill out the claim form correctly and to include any necessary paperwork.  Equally important, all TRICARE-eligible persons must be enrolled in the DEERS computerized eligibility checking system.  If you have any questions about claims processing or want to check the status of your claims submission, please contact your TRICARE Service Center representative.

Question

What are the main causes of slow claims processing?

In most cases, important information is missing from the claim.  This includes the patient's name as it appears on his/her military ID card, sponsor's Social Security Number, patient's date of birth, other health insurance information and claims coding information.

More Q&A: http://www.tricare.osd.mil 
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Whom to Contact Locally About Claims

· Active Duty should contact the 509 MDSS TRICARE Element or the Beneficiary Counseling Assistance Coordinator (BCAC) at the clinic

· Non-Active Duty should contact the TriWest Beneficiary Services Representative (BSR) at the 509 MDG Clinic

Name/Number of Claims Processor

· Active Duty send claims to:

509 MDSS/SGSBT

331 Sijan Avenue

Whiteman AFB, MO 65305

· Non-Active Duty send/file claims to:

Palmetto Government Benefits Administrators (PGBA)

P.O. Box 870020

Surfside Beach, SC 29587-8720

Phone Numbers 

· BSR:  (660) 687-9100 or 1-888-Tri-West

· PGBA Claims:  1-800-225-4816

· HBA:  (660) 687-4350

· TRICARE Element:  (660) 687-2121
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Websites

· 509 MDG: http://www.whiteman.af.mil
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· TRICARE Central:  http://www.triwest.com
· Health Affairs:  http://www.tricare.osd.mil/ClaimForms/
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Emergency Care

A life or limb threatening condition requiring immediate medical treatment.  Go to the nearest facility equipped to handle your situation, such as a hospital emergency room.  TRICARE covers emergency medical services wherever you are and no matter 

what plan is used (Prime, Standard, or Extra; co-pays apply).  Emergency care does not require a pre-authorization, although the patient’s Primary Care Manager (PCM) or the Health Care Finder must be called the next working day after the Patient receives care.  

Question

YOU are not expected to make medical decisions. Even if your chest pain turns out to be indigestion, the fact you thought it might be your heart makes it an honest emergency.

What happens if I think it is an emergency and TRICARE does not?

No one expects you to be a medical expert.  If a “prudent person” would reasonably think the problem is an emergency, then it is.  When the chest pain you thought was a heart attack turns out to be indigestion, it is covered.

How do we obtain emergency care under TRICARE?  

Any eligible Patient should access the nearest emergency room of any military or civilian hospital for true emergencies, regardless of which TRICARE option you use.

More Q&A: http://www.tricare.osd.mil
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Local Procedures for Emergencies

· The Whiteman Clinic doesn’t have an Emergency Department and does not render emergency care

· During exercises, we do have a doctor here 24 hours for active duty ONLY.  Their job is NOT to run an emergency room, but to serve the many warriors who have illnesses while on 12 hour/24 hour shifts

· Ambulance services are available 24 hours a day 

· Patients requiring transport will be taken to the closest emergency facility with the appropriate abilities

· Non-Active Duty notify the TSC within 48 hrs after treatment

· Active Duty notify the TRICARE Element after treatment and make appointment to see PCM the day after emergency treatment was provided

Phone Numbers

· Ambulance Services: 911

· TSC:  (660) 687-9100 or 1-888-Tri-West

· TRICARE Element:  (660) 687-4338

Websites

· 509 MDG: http://www.whiteman.af.mil
· TRICARE Central:  http://www.triwest.com
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Pharmacy

TRICARE makes it easier for you to get your prescriptions filled through three different options:

· Military Treatment Facility (MTF) or network pharmacies (e.g. Walmart or Burkharth Pharmacies)

· National Mail Order Pharmacy Program (NMOP)


· Non-Network Pharmacy

Active duty and TRICARE Prime enrollees should have their prescriptions filled at the MTF or can use the NMOP.  If they use a non-network pharmacy, they may incur significant out-of-pocket expense.  TRICARE Extra and Standard Patients may also use the MTF and NMOP.  If they use a non-network pharmacy, the expense is cost-shared with TRICARE after co-pays and deductibles are met. 

Question

What medications are available through the NMOP? 

The NMOP is for prescriptions that you take on a regular basis, such as medication to reduce blood pressure or treat asthma, diabetes, or any long-term health condition. It is not intended to be used for acute medications like antibiotics.

More Q&A: http://www.tricare.osd.mil
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Pharmacy Hours/Locations

· The Whiteman Clinic Pharmacy is located in building 2032

· The Hours of operation are:

· 7:30 a.m. to 5:00 p.m. Monday – Friday

· The Pharmacy is closed on weekends, federal holidays, and down days

· The Pharmacy is closed every last Wednesday of the month from 1:00 p.m. to 3:00 p.m. for training

Phone Numbers

· Pharmacy questions and Refill line:  (660) 687-2188 or 1-800-334-2958

Websites

· 509 MDG:  http://www.whiteman.af.mil 
· TRICARE Central: http://www.triwest.com
· Health Affairs:  http://www.tricare.osd.mil
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