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 Chapter 1


  Enrolling in TRICARE Prime


"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.  Space available appointments and admissions may be difficult to obtain unless enrolled in TRICARE Prime.  Enrolling in Prime guarantees: 

- Timely access to healthcare

- 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 family members pay $230 for a single retiree or $460 for a family to enroll.

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.   Active duty member enrollment is usually completed during base in-processing.  All other beneficiaries can enroll on a voluntary basis either by visiting or calling the local TRICARE Service Center  and completing an enrollment application.
Where do I enroll?
· To enroll in TRICARE Prime and be assigned your very own Primary Care Manager at the 43d Medical Group (Pope AFB), visit one of the two full-service TRICARE Service Centers located in Fayetteville.

· A TRICARE Satellite Information Office (SIO) is located in the 43d Medical group.  For your convenience, enrollment packages may also be picked up at the SIO.

· Enrollment must be completed at one of the two full-service TRICARE Service Centers or the form may be mailed to the address identified in the enrollment information.

TRICARE Prime ID Card
Active duty members do not receive TRICARE Prime ID Cards, but they do receive a TRICARE information card during wing inprocessing.  All other beneficiaries will receive a TRICARE Prime ID Card upon enrollment in TRICARE Prime. If you enroll at your local TRICARE Service Center, you will receive your TRICARE Prime ID Card at that time; if you enroll by mail, you will receive your card after your application has been processed.  Please remember to carry your TRICARE Prime ID Card with you at all times. You are required to show it along with your Military ID Card when you have an appointment with your provider, when you are admitted to the hospital, or when obtaining prescription medications at a Military Treatment Facility or a pharmacy within the Anthem Alliance TRICARE Network. 

TRICARE Service Center locations: 
· 3811 Sycamore Dairy Road in Fayetteville (near Cross Creek Mall).

· Womack Army Medical Center (WAMC) Bldg 4-2817, Reilly Rd, Fort Bragg Army Post.



Defense Enrollment Eligibility Reporting System (DEERS)
In order to enroll in TRICARE Prime, you must be registered in the Defense Enrollment Eligibility Reporting System (DEERS).  DEERS is a computerized data bank that lists all active and retired military members, and should also include their family members.  Active and retired service members are listed automatically, but they must take action to list their family members and report any changes to family members' status (marriage, divorce, birth or adoption of a child, etc.), and any changes to mailing addresses.  When seeking medical care, checks for a valid ID card and medical eligibility are required and conducted for outpatient visits.  Also, ID card checks and medical eligibility must be determined to fill prescriptions, radiology and laboratory requests written by a civilian provider.  In addition, TRICARE contractors check DEERS before processing claims to make sure patients are eligible for TRICARE benefits.  If you are "ineligible" in the computer, you must go to your MPF customer service section to update your status in DEERS.  If you cannot prove your eligibility to the clinic DEERS clerk within 30 days of receiving medical care, you may be asked to sign a document saying you will pay for the care you received. 
To verify that your family's information is up to date, call the DEERS Telephone Center toll free Monday through Friday from 9 a.m. to 6:30 p.m. Eastern Time at 1-800-538-9552 (in California, call 1-800-334-4162). You may also click here https://www.tricare.osd.mil/DEERSAddress/ to go directly to the DEERS address change page of TRICARE's Web site. 



  Chapter 2

                        Primary Care Manager 

Primary Care Optimization (PCO)
In an effort to enhance the delivery of healthcare to military beneficiaries, the Air Force Medical Service (AFMS) recently started an initiative called Primary Care Optimization (PCO).  Many people grew up with a family doctor they saw for all their health care needs.  PCO mirrors this concept.  A major part of PCO is assigning a personal Primary Care Manager (PCM) to each active-duty member and TRICARE Prime enrollee.  A PCM is a healthcare provider that will take care of your basic healthcare needs  (i.e., checkup, or a routine visit).  Additionally, your PCM will refer you to a specialist for more advanced care (i.e., Cardiologist) when necessary.  
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What are the benefits of having your very own Primary Care Manager? 

· Continuity of Care:  Seeing the same PCM for each visit improves the continuity of care.  You will be receiving care with a provider familiar with your past medical history.  In addition, your PCM will be linked with a "group practice" or team of providers.  If your PCM is unavailable to see you for an urgent appointment, another provider assigned to your PCM’s team will see you.    

· Preventive Care: Your PCM will perform regularly scheduled checkups, screenings, and examinations to ensure early detection of illnesses.  The primary intent of these regular visits is to keep you and your family members healthy through preventive care and services.  You may also be asked to complete a health assessment to help your PCM learn more about your health care needs.  

· Communication:  "One on one" communication with your PCM will keep you involved in the various options and decisions related to your health care needs.  

· After-Hours Access: We have an after-hours telephone line for urgent questions regarding healthcare.  You may call our PCM access line at 829-1845 or at 1-800-622-8745 if you are out of the local area to contact the on-call PCM who can help you decide what level of care is needed.  





PCM Assignments
As a general rule, most PCM assignments are done based on your unit of assignment.  All active aircrew, parachutists, special operations personnel, and air traffic controllers are assigned to a PCM located in the Flight Medicine Clinic.  All family members of these personnel, including children are also assigned to Flight Medicine for their primary care needs.  All inactive aircrew, parachutists, special operations personnel, air traffic controllers and their family members will be empanelled to PCMs in the Family Practice Clinic.  There is an exception for firefighters.  Due to intense occupational health requirements, active duty firefighters will be followed by Flight Medicine, while their families will be followed by Family Practice. 
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Your entire family will be cared for by your PCM.  Our providers receive excellent training in managing all childhood illnesses, as well as routine health maintenance, including well baby exams.  They also receive current up-to-date information regarding new treatments, immunizations, and medications from the pediatrician.  Our pediatrician is specially trained to identify, manage, and treat chronic childhood diseases, genetic abnormalities, premature infants, and those with uncommon ailments.  The pediatrician is readily available for consultation as needed for all PCMs.  New pediatric patients will be assigned to the pediatrician as determined necessary on a case-by-case basis.  Other new pediatric patients will continue to be cared for by your family’s PCM.
Enrollee Requested PCM Changes
Beneficiaries shall submit a “TRICARE Prime Change Request & Disenrollment” form to request a change in PCM.  This can be done at any of the local TRICARE Service Centers, or the 43d Medical Group Beneficiary Services Office.   






Chapter 3

      


  HEAR Form

A vital part of providing appropriate healthcare for TRICARE Prime enrollees is the completion of a Health Enrollment Assessment Review or HEAR form for each enrollee.  This confidential document is used by your Primary Care Manager for determining health risk factors, need for clinical preventive services, and possible chronic disease. 

How the HEAR form saved my life 
"It happened three years ago, after arriving at my husband’s new duty station, I enrolled in TRICARE Prime and subsequently completed a HEAR form.  After a week, I received a call from my Primary Care Manager (PCM).  Based on the HEAR form, he stated I was due for a mammogram, so an appointment was immediately scheduled.  The results of my mammogram revealed I had spots showing.  My PCM informed me of my need to see a surgeon.  A few weeks later I went to the hospital for outpatient surgery.  A mammogram was taken at that time and a small guide wire was inserted into my breast to let the surgeon know where to remove tissue.  I awoke from the medication with news that everything was all right.  The next day I received a telephone call at home from my surgeon saying he had some good news and bad news. The good news was that he had removed a little extra tissue and sent it to the pathologist. The bad news was that the pathologist found some malignant tissue. I was devastated.  I thought that cancer couldn't happen to me - it happened to other people. I now had choices to make. Did I want to undergo a modified radical mastectomy?  A lumpectomy with radiation, or do nothing?  I immediately did some investigation of my options and made an appointment for a second opinion. In the end, I chose a modified radical mastectomy. The doctor said I probably would not have felt a lump for 3-5 years in the future.  My lymph nodes were removed and tested negative for any spreading and my doctor said I didn't require further treatment.  I was fortunate.  It's a good thing I completed my HEAR form to alert my PCM of the preventive services required.  This goes to show you how important it is to complete the HEAR form.  For me, it may have saved my life."   

How often is the HEAR form completed?  
For active duty members, this form is completed in conjunction with their annual Cycle Ergometry (“bike”) test.  All other TRICARE Prime enrollees need to complete their form once per enrollment in each region.  During a visit with your Primary Care Manager, if HEAR results are not in your medical records, you may be asked to complete a form.  

How the HEAR process works
· Upon enrollment, HEAR forms will be issued by mail to Prime enrollees age 18 and above.  If for some reason you do not receive a HEAR form, you can request one through the TRICARE Information Line (1-800-931-9501), by visiting any of the area Tricare Service Center locations, or by visiting the 43 MDG Health and Wellness Center.

· Instructions will be sent for completing the HEAR form.  Please remember to use this guidance.  If you have not completed the HEAR form correctly, your results may not be scanned or processed.

· A postage-paid self-addressed envelope will be sent or given to you with your HEAR form.  As your instructions explain, after completing your HEAR form place it in the envelope and mail to SCANTRON, Inc.

Chapter 4

Appointments

Priority for appointments is given to TRICARE Prime enrollees.  Therefore, to be seen at the 43d Medical Group your best bet is to enroll in Prime.  In general, you should expect to be seen 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.


What is my priority for care?     
By law, priority for care at the 43d Medical Group is based on the following: 

· Active duty personnel. 

· Active duty family members enrolled in TRICARE Prime. 

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

· Active duty family members not enrolled in Prime. 

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

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

Making Appointments (1-800-931-9501)

All acute, routine, and specialty appointments for TRICARE Prime enrollees are made through the TRICARE Service Center at 1-800-931-9501.   Active flyers are seen in walk-in sick call in Flight Medicine at 0700 and 1300 hours Monday through Friday. Urgent same day appointments for dependents may be booked by calling 394-4678. Routine appointments are booked through Tricare. Some types of appointments (Well Baby, Behavioral Health, PHA, Occupational Health Physicals, etc.) may be made by specific clinics.  Clinic personnel will provide assistance as needed for these types of appointments when appropriate.  When you call 1-800-931-9501, you will need to tell the TRICARE representative your sponsor’s social security number, the facility where you will be seen, the name of your Primary Care Manager, the reason you are being seen, and what TRICARE option you are enrolled in.  If your condition requires immediate treatment, go to the emergency department at Womack Army Medical Center. 
Occasionally, certain appointments may be fully booked and the beneficiary may have a pressing need for an appointment.  If this situation is applicable, the TSC may refer the beneficiary to the 43d Medical Group Triage Nurse for assistance. 


43d Medical Group Clinic Hours (394-4258)

· 7:15 a.m. to 6:00 p.m. Monday through Thursday 
(main clinic phone number defaults to selected menu options after 4:00 p.m.)

· 7:15 a.m. to 4:15 p.m. on Friday.

· The clinic is closed after 9:00 a.m. for quarterly wing training days.

· The clinic is closed on Saturday, Sunday and federal holidays.
Flight Medicine 0700-1615 Monday through Friday
Womack "After Hours" Family Practice Clinic (907-6877)

The Womack Army Medical Center’s "after hours" Family Practice Clinic is open by appointment every Friday from 5:00 p.m. to 10:00 p.m. and Saturdays, Sundays, and holidays from 10:00 a.m. to 10:00 p.m.  The clinic is available to all patients on Fort Bragg and Pope Air Force Base.  For appointments call 907-NURS (6877).

Referrals/Specialty Care 

Patients may be referred to other medical facilities for evaluation and treatment if the required medical specialty is not available at Pope AFB.  Patients should call 1-800- 931-9501 48 hours after their PCM enters the consult into the computer system.  Specialty referrals are made by your PCM.  The primary referral site for specialty care for the 43 MDG Prime enrollees is Womack Army Medical Center.  In addition, patients may be referred to the TRICARE civilian provider network when care is not available at an area military treatment facility.  






Chapter 5





For Your Health

Health Care Information Line
Health and Medical Information, Education, and Support at Your Fingertips.
The Health Care Information Line is an around-the-clock resource for beneficiaries and their families.  It offers health and medical information, education and support. Wherever you are, whenever you need to, you can reach a registered nurse by making a toll-free call.  Good healthcare starts with asking questions and understanding the answers. The Health Care Information Line provides information that can help you take an active part in managing your health care. 
Some medical conditions are more serious than others. They carry risk factors, and there may be several treatment options from which to choose. You may want in-depth education about issues such as: 

"I'm pregnant and over 35.  Should I have an amniocentesis?" 

"I have been diagnosed with prostate cancer. What can I expect?" 

"I have pain in my lower back. What may be causing it, and what can I do about it?" 

The Health Care Information Line can help put your mind at ease, give you information, and assist you in self-care.  Registered nurses who staff the Health Care Information Line can help you decide whether to take care of a minor problem at home or recommend you visit your Primary Care Manger.  To access the Health Care Information Line:

· Health Care Information Line  1-800-213-5453, or                                          

· TRICARE Information Line  1-800-931-9501, menu option #3
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Healthwise Handbook
One of the 43d Medical Group's primary goals is to keep you healthy.  Upon enrollment in TRICARE Prime, you are provided a Healthwise Handbook. This book is a great resource for health and wellness information for your family.  Even the Healthcare Information Line and 43d Medical Group staff nurses use this guide at their desks. 

The Healthwise Handbook is divided into five major sections: 

· Self-Care Basics:  Information you need to know to be a smart medical consumer. 
· Health Problems:  Preventive treatment and information on more than 180 common illnesses and injuries. 
· Staying Healthy:  Tips and techniques for fitness, stress management, nutrition, and mental wellness. 
· Self-Care Resources:  Information on how to manage medications and what you should have in your home to help cope with health problems. 
· Men's and Women's Health:  Tips on leading a healthy lifestyle and information on gender-specific health problems and their prevention. 


If you did not receive you Healthwise Handbook through the mail, simply call the TRICARE  Information Line at 1-800-931-9501 to request one.  
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  Emergency Care

When is it an Emergency? 

As a rule of thumb, a true emergency is threat to life, limb and eyesight or threatening condition requiring immediate medical treatment.  If you think you fit this category, DON"T TAKE ANY CHANCES, go to the nearest facility equipped to handle your situation, such as a hospital emergency room or call 911.  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 you must call your Primary Care Manager (PCM) or the Health Care Finder within 24 hours of receiving care, or as soon as your medical condition permits. 

Any eligible beneficiary should access the nearest emergency room of any military or civilian hospital or call 911 for true emergencies, regardless of which TRICARE option you use.

The 43d Medical Group does not have an Emergency Department and does not render emergency care.  However, we do offer basic ambulance services 24 hours a day on Pope AFB.  Paramedic level services are available through Womack Army Medical Center.  The Pope EMS will notify Womack when Paramedic level services are required.  Patients requiring emergency transport will be taken to the closest military or civilian emergency facility with the appropriate treatment capability.






     Chapter 7




  Out of Area Care

Routine – Under most circumstances, non-emergent or non-urgent care is not authorized while you are away from home.  You must call your PCM to obtain authorization prior to obtaining non-emergency care.  
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 your PCM for authorization prior to seeing a provider.

Emergency - Go to or call the nearest facility that is equipped to handle the situation or call 911.  TRICARE covers emergency medical services no matter where you are and which plan you use.  

What should I do if I'm a Prime enrollee and get sick while traveling outside my region? 
You should contact the Health Care Finder using the 1-800 number on your TRICARE Prime ID Card  and/or insurance information.  For non-urgent or non-emergency care you must first obtain authorization.  If you see a physician without authorization for a non-emergent problem, you will still be covered for some of the costs incurred under the Point-of-Service option. That option pays 50 percent of the cost after a separate, somewhat higher deductible is met ($300 for single enrollment and $600 for family enrollment). 
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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 Chapter 7, Out of Area Care.



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.

What do I do prior/before my PCS?
Prior to your PCS you will have the opportunity to see a member of the 43 MDG Beneficiary Services Office for a TRICARE briefing.  This will be a part of your outprocessing checklist initiated by the Military Personnel Flight (MPF).  The 43 MDG Beneficiary Services Office offers administrative support for all relocations.  It is important that when the sponsor is notified of a PCS assignment, and a family member is enrolled in the Exceptional Family Member Program,   he/she contact this office at 394-1229 immediately for an appointment. This will ease assignment delays. 

When in-processing at your new assignment, you must transfer your enrollment from this region to your new location.  Should unusual circumstances apply (i.e. four month TDY enroute to PCS), contact the local TRICARE Service Center or Military Beneficiary Counseling Assistance Coordinator (BCAC).

What should I do for care during my PCS?
You should call your PCM for the region you are currently enrolled in (See Chapter 7, Out of Area Care) or contact the nearest Military Treatment Facility.

Chapter 9
Healthcare Services/Programs


ALCOHOL AND DRUG ABUSE PREVENTION & TREATMENT (ADAPT)

Hours of Operation: 0730-1615  
Phone Number: 394-4700

Referrals may come from command, DWI/DUI, medical, investigation/drug testing, or self referral. Education and treatment services include awareness seminar, outpatient therapy and aftercare group, intensive outpatient therapy and partial hospitalization/inpatient.  The program objective is to promote readiness and health and wellness through the prevention and treatment of substance abuse and minimize the negative consequences of substance abuse to the individual, family, and organization.
ADVANCE DIRECTIVES

The Living Will (or Directive to Physician) and Durable Power of Attorney expand your rights to make future health care decisions in the event you become unable to do so.  The Living Will allows you to specify types of healthcare services you do not want, for instance, artificial ventilation (breathing).  The Durable Power of Attorney allows you to assign responsibility for making health care decisions to another person.  If you are interested in completing an advance directive, please discuss it with your PCM then contact the legal office at 394-2341 or your personal attorney.  A copy of this document should be placed in your outpatient record (an original signature is preferable) and other copies retained by your attorney and a responsible family member.


AEROSPACE (FLIGHT) MEDICINE 

Hours of Operation:  0700 -1615, M-F
Phone Number:  394-4678 
Active Duty Sick Call:  0700-0800, 1300-1330
This clinic provides preventive health and definitive care for aircrew, air traffic controllers, special operations personnel, and their family members.  All active duty aircrews, ATC, and special operations personnel medical records are maintained in Aerospace Medicine.  Any of these members treated outside of Flight Medicine must have the treatment evaluated by a Flight Surgeon the same day to determine if grounding action or waivers are necessary.  Active duty members can be seen by appointment or sick call.  Family members are seen only by appointment.  Normal flight physicals are scheduled up to 6 months prior to the last day of your birth month.  


BEHAVIORAL HEALTH CLINIC 
Hours of Operation:   0730-1615  M-F   
Phone Number:   394-4700
Appointments are required, no referrals necessary.  Services help individuals overcome emotional/behavioral difficulties.  Services include: psychological assessment and evaluations; individual and group therapy; and couples/marital therapy.  Educational services include: Stress Management, Anger Management, Suicide Prevention and Awareness, and Depression Screening.


BENEFICIARY COUNSELING AND ASSISTANCE COORDINATOR
Hours of Operation:   0730-1630  M-F   
Phone Number:   394-1229
The National Defense Authorization Act of FY00 established the position of Beneficiary Counseling and Assistance Coordinator (BCAC) at every Lead Agent office and at every military treatment facility (MTF) worldwide. BCACs serve as the beneficiary advocate and problem-solver. They interface with the MTF staff, managed care support contractors and claims processors to resolve beneficiary concerns and questions regarding the TRICARE program. Health benefits advisors and patient advocates at our MTFs have provided customer service business for many years.  In order to create uniformity within the Military Health System, BCACs will be the primary customer service resource for beneficiaries.  The Pope AFB BCAC, SSgt Jacqueline Coulter, can be reached at 394-1229 or by stopping by the 43d Medical Group Beneficiary Services Office located in Building 302 (beside the MPF).

CLAIMS INFORMATION (DCAO Program) 
Filing a claim can sometimes be a confusing process.  Here are some general rules to help you 

understand how it works.  First, filing a claim is never necessary if you see a provider at a 

Military Treatment Facility.  In general, claims are filed when a beneficiary sees a civilian provider.  

The exact process of filing a claim differs in each situation, depending upon the status of the 

provider (i.e., Prime, Extra, Standard).  In some cases, the provider will file the claim, in others the

beneficiary 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.  
Palmetto Government Benefits Administrator (PGBA):
PGBA is our claims contractor for this region.  For your convenience, they have recently published an

informative web site at www.mytricare.com.  This very useful page provides claims information and answers.  

In addition, it can be used to check the status of your claims submission.  For additional claims information, 

contact your local TRICARE Service Center at 1-800-931-9501. 

43 MDG DCAO:  
The position of Debt Collection Assistance Officer (DCAO) has been established at the 43d Medical Group to assist customers with debt collection problems.  If you receive a notice from a collection agency or a negative credit report because of a medical or dental bill, you should call or visit the 43 MDG/DCAO,  SrA Yolanda Jones.  She can be contacted at 394-1239 or by visiting the 43 MDG Beneficiary Services Office (located in Bldg. 302).  To ensure efficient handling of your problem, please be sure to bring all claims information and/or other supporting documentation. 


DENTAL CLINIC
Hours of Operation:   0715-1615  M-F   
Sick Call for Active Duty:  0715 and 1300  M-F
Phone Number:   394-2283
Emergency Treatment:  After hours, report to Womack Army Medical 



  Center Emergency Room
Active duty personnel are provided comprehensive dental care.  Annual dental examinations for active duty personnel are scheduled through unit dental health monitors. 
Active duty family members:
Active duty family members are strongly encouraged to use the TRICARE Dental Program (TDP). This program is a voluntary, comprehensive dental program offered worldwide by the Department of Defense to family members of all active duty Uniformed Service personnel and to Selected Reserve and Individual Ready Reserve (IRR) members and/or their family members. United Concordia is the administrator of this program.  For enrollment information call 1-800-622-2256, or click on www.ucci.com.

Retirees and family members:
Retirees and their families are encouraged to use the TRICARE Retiree Dental Program (TRDP), or to seek coverage through other organizations.  For enrollment information call 1-888-336-8737, or click on  http://www.tricare.osd.mil/tricare/beneficiary/supprog.html.

Information on both the TDP and TRDP is also available at the Pope Dental Clinic.  Additionally, all beneficiaries are eligible for emergency dental treatment; however, emergency services may only permit the initial treatment of infection and dental trauma.  

EXCEPTIONAL FAMILY MEMBER PROGRAM
Hours of Operation: 0730-1615  M-F   
Phone Number:   394-4700
Appointments are required, no referrals necessary.  This service is designed to allow special consideration in ensuring services for family members are maintained at each assignment.  Eligible persons include active duty members with family members having physical, emotional, mental, or special education needs.  Assistance with obtaining the following services is also available: information, referral, rehabilitation, special education, therapy, and support organizations.

FAMILY ADVOCACY PROGRAM
Hours of Operation: 0730-1615  M-F   
Phone Number:   394-4712
Appointments are required, no referrals necessary.  Identifies, reports, and counsels victims, offenders, and/or family members in cases of suspected child maltreatment/neglect and spouse maltreatment. Outreach services focus on education and prevention in such areas as anger management, stress management, parenting classes, support groups, couples communication, relationship enhancement, and assertiveness training.  Referral services are available in the local community.  New Parents support program offers comprehensive and intensive services and/or referral for families with children 0-3 years of age.


FAMILY PRACTICE CLINIC
Hours of Operation:   0715-1800  M-Th, 0715-1615 F   
Phone Number:   394-4258
Active Duty Sameday Acute Appointments:  1-800-931-9501
WIC Screening (walk-in):  1300-1500 M-F
General medical care is available by appointment only.  First-line supervisors have the authority to grant 24 hours of sick time for active-duty members.  Services available in the Family Practice Clinic include a full spectrum of primary care, as well as pediatrics and  gynecology.  Other services available in this clinic include minor surgery, sports physicals, vasectomy counseling, wart removal, and weight management program counseling.  Only patients with scheduled appointments are allowed in the clinic for safety and infection control reasons.  Please arrive 15 minutes prior to your appointment to allow for records processing and initial screening.

HEALTH PROMOTIONS PROGRAM
Health and Wellness Center (HAWC) Hours: 0715-1615 M-TH  & 0715–1100 F
Phone Number: 394-4292
Location:  Pope Fitness Center 

Walk-in blood pressure checks are welcome.

Tobacco Cessation Class:  Designed for both smokers and smokeless tobacco users.  Our tobacco cessation class is offered once a month with three 2-hour sessions, 2 weeks apart.  Topics include behavior modification, stress management, fitness, nutrition, and techniques to prevent relapse.  Nicotine replacement therapy and Zyban are available.  Registration is required.  Some restrictions apply.  LifeSigns Computer Card is available for pill-less and patch-less quitting.  For individuals who aren’t sure about quitting but desire more information, a CD-ROM program called Smoke-Screen is available.

Fan for Life:  This class discusses exercise equipment familiarization and the importance of combining healthy eating habits and proper exercise.  Registration is required.  Offered once a month from 0900 - 1100.

Stress Management Program:  Two 1-hour sessions offered the third Wednesday and Thursday of each month.  Seminar topics are Coping Skills: Transforming Stress into Power, and a Relaxation Workshop.

Know Your Numbers:  This class provides information on understanding healthy eating habits, food selections, reading food labels, risk factors, and other important ways to help lower your blood pressure/cholesterol.  This class also features commissary tours to learn how to comparison-shop for healthy foods.  Registration is required.  Offered once a month from 0900-1030.  

Microfit Assessment:  Test your muscular strength/endurance flexibility, body composition, and cardiovascular fitness.  Call 394-2169 for an appointment.

Exercise Prescription:  Our Exercise Physiologists can help you build a new workout regimen or revise the old one.  Receive expert advice on the Do’s and Don’ts of working out.  Call 394-2169 for an appointment.

Wellness Library:  For those individuals who enjoy learning in the comfort of their own homes.  A wide collection of aerobic, general health, nutrition, stress and tobacco videos and books are available for checkout.  For all beneficiaries.

Relaxation Room:  When your stress level is high and you need a place to get away from it all for a few minutes, call our office to schedule a 20-minute session in our stress chair.  Don’t forget to bring your favorite CD.  For advanced techniques of massage and bodywork therapy come and see our massage therapist.  Choose from a Swedish massage to improve circulation and relaxation to neuromuscular therapy for pain relief and increased mobility along with much, much more.  All bodywork is by appointment only.  Call 394-2671 for yours today.


IMMUNIZATIONS
Hours of Operation:   0730-1145, 1300-1530  M-F   
Phone Number:   394-4738
Appointments are not required.  Immunizations are available to adult family members, eligible children, retirees and their eligible family members.  Services include TB tests (every day except Thursday), mobility shots, and transcribing immunization data from medical records.  Immunizations are given on different days and times--call for correct information.  Immunization records must be presented when receiving shots.


OPTOMETRY CLINIC
Hours of Operation:   0715-1615  M-F   
Phone Number:   394-4404
Glasses ordered/dispensed/adjusted (walk-in):  0800-1100 & 1300-1600 M-F
Appointments are required and can be made by calling the TRICARE Service Center at            1-800-931-9501.  Appointments are limited for retirees and dependents due to manning constraints.  Ordering gas mask inserts and Driver’s License vision exams are done on a walk-in basis from 0800-1100 and 1300-1600 hrs.  Contact lens services are limited due to manning and space constraints and are available for Air Crew already enrolled in Air Crew Soft Contact Lens Program.
OUTPATIENT RECORDS
Hours of Operation:   0715-1615  M-F   
Phone Number:   394-2310
Medical records are property of the USAF, not the patient’s personal property.  Records will not be removed from the clinic without the approval of the records staff.  Patients are not permitted to remove or alter any items in their medical records.  However, patients may request a copy of their medical records.  Your records contain private information between you and your medical provider.  The Privacy Act prohibits releasing any information within your records to anyone besides yourself (this includes your spouse).  If you want to authorize another individual to pick up your medical records, you must sign a consent form.  This written consent is accomplished in outpatient records and is good only to take records to a medical appointment.  You can not use a consent form from another base--you must sign a 43 MDG consent form.  If you need to pick up your medical records to go to an appointment, fill out the routing form at the outpatient records window and a technician will get your records for you.

PATIENT ADVOCATE
Hours of Operation:   0730-1630  M-F   
Phone Number:   394-2380
TSgt Susie Organ is the Patient Advocate for the 43d Medical Group.  She serves as a liaison between you and the clinic.  The Patient Advocate seeks solutions to problems, concerns, and needs of beneficiaries.  She also clarifies, directs, and coordinates information about the clinic.  If you are unable to resolve a problem with the section supervisor, then contact the Patient Advocate at 394-2380.  Don’t let your dissatisfaction or questions go unanswered.  The Patient Advocate is here for you.

PHARMACY SERVICES
Pope Pharmacy:
Hours of Operation: 0715-1615 M-F, *closed weekends, legal holidays, and training days
Phone Number: 394-2208
Appointments not required.  Prescriptions written by military providers, local civilian physicians and dentists will be filled if the medication is stocked.  Civilian physicians should indicate generic substitution whenever feasible.  Verification of eligibility for medical care is accomplished through DEERS.  All persons picking up their prescriptions must show their valid military Identification Card.  When picking up prescriptions for an individual other than yourself (this includes spouse), you must present:

1)  Their military ID card or a readable copy (front and back) of the ID card

2)  Your ID card, plus

3)  A written and signed note from the individual authorizing you to pick up their prescription(s)

Prescriptions, once filled, may be left in the pharmacy for up to 5 working days.  Prescriptions for controlled substances will not be honored if they are more than 3 days old.  Check your prescription(s) upon receipt to ensure the prescription(s) is/are filled to your satisfaction.  If you have any questions about your prescription(s), please feel free to ask us at this time.  (Problems are more readily resolved at the time the prescription is filled and not weeks later.)  Prescriptions for non-controlled medications are filled for a maximum of 1 year from the date the prescription is written.  Refills will be made no earlier than 7 days before prescription is due to run out.  If the dosage has been increased, you must get a new prescription to reflect this change.  Prescriptions for narcotics are not refillable.  Prescriptions for Schedules III, IV, and V controlled drugs may be filled for up to a 30 day supply and refilled up to 5 times or 6 months, whichever comes first.

Prescriptions from other facilities may be filled at this pharmacy if the medication is available.  You must bring in your current prescription bottles or labels to the pharmacy.  We will then proceed to contact your former pharmacy to transfer the prescription.  Please be aware that differences in time zones and the current pharmacy workflow may affect your prescription processing time.  The technician may recommend that you come back at a later time/day to pick up your prescription.



Womack Pharmacy:

The Womack Army Medical Center (WAMC) will fill prescriptions for Pope AFB beneficiaries.  The main Womack Pharmacy is located in the Outpatient Building of WAMC located off All-American Freeway.  There is an exit to the Medical Center.

· Hours of Operation are:  

· 8:00 a.m. to 8:00 p.m. Monday through Friday

· 8:30 a.m. to 8:00 p.m. Saturday, Sunday
· 8:30 a.m. to 3:30 p.m. on federal holidays
· Closed on Thanksgiving, Christmas, and New Years Day
WAMC Satellite Pharmacy:
WAMC Satellite Pharmacy is located in the main exchange on Butner Road and Bragg Blvd.
· Hours of Operation: 

· 8:00 a.m. to 4:30 p.m.  Monday through Friday

· Closed Saturday, Sunday and federal holidays.

· Closed Wednesday a.m.

Refill Phone System:

Patients who have a refill left on a prescription at the Pope AFB pharmacy or any of the Womack Army Medical Center pharmacies can call the 43d Medical Group phone number  (394-4258) to be connected to the phone-in refill system.  Just follow the prompts off the main menu.  You can also call the refill number located on your prescription.
National Mail Order Pharmacy (NMOP):
The Department of Defense National Mail Order Pharmacy (NMOP) is administered by Merck-Medco Rx Services. Through this program, you simply mail your health care provider's written prescription along with your copay to the National Mail Order Pharmacy, and your medications will be sent to you.  Refills are a snap via mail, phone or Internet — whichever method you prefer.  For more information call Merck-Medko Customer Service at 1-800-903-4690 or contact the  43 MDG BCAC.
TRICARE Retail Pharmacy:
If you need a prescription filled right away and are unable to use a Military pharmacy, you can visit one of the civilian pharmacies that are approved by TRICARE — otherwise known as "retail network pharmacies."  Through the retail network pharmacies, TRICARE beneficiaries can obtain up to a 30-day supply of most prescription medications for a small copay. For more information call the TRICARE Service Center at 1-800-931-9501 or contact the 43 MDG BCAC.

PHYSICAL EXAMINATION SECTION

& PREVENTIVE HEALTH ASSESSMENT (PHA)
Physical Exams Hours of Operation:  0715-1615, Mon-Fri 
Phone Number:  394-1287
Active Duty Overseas Clearance, security clearances, retraining, special duty, 

retirement /separation (walk-in):  1300-1500 Mon-Wed and 0800-1000 Fri

Appointments are required for annual PHA’s.  These are coordinated through your flying scheduler or your unit health monitor.  Annual flying PHA’s can be accomplished up to 6 months prior to the end of the member’s birth month.  Non-flying PHA’s can be accomplished up to 3 months prior to member’s birth month.  Please use walk-in hours for medical record reviews for overseas and security clearances, retraining requests, special duty applications, and retirement/separation clearances.  Medical records are required for all services.
PUBLIC HEALTH SERVICES

Hours of Operation:  0715-1615 M-F
Phone Number:  394-2751

Referral appointments are made through hospital providers or medical readiness.  Available services include:  education for pregnant federal employees, education and case follow-up for TB patients, hearing protection fitting, hearing conservation education, clinic employee health education and monitoring, needle-stick program education and monitoring, blood-borne pathogen training, pediatric lead exposure investigations, animal bite investigations, pre-and post- deployment medical surveillance program, medical intelligence briefings, occupational workplace trend analysis, ergonomic surveillance and education, hazardous materials communication (HAZCOM) train- the-trainer program, Gulf War Illness Outreach point of contact, food and public facility sanitation inspections, annual Home Daycare inspections and training, food handler education and training, food borne disease outbreak investigations, medical pest surveillance, anthrax immunizations program, base Immunizations tracking, and field sanitation and hygiene training.

RADIOLOGY (X-RAY) SERVICES
Hours of Operation:  0715-1615 M-F
Phone Number:  394-4873

Appointments are not required; however, you must have a referral from a provider and a military ID card.  Only routine radiography services are available.  Scoliosis, UGI, Barium Enema, IVP, Ultrasound, Mammogram, MRI, and Nuclear Medicine exams are all done at Womack Army Medical Center.  Routine radiographic procedures from a civilian physician are performed if the request is printed on the physician’s letterhead stationary or prescription pad to include an address, phone number, and signature of the physician, and also a brief explanation of the reason for requesting the exam.  Requests from chiropractors are accepted.  Previous films in the patients’ film file can be signed out to the patient to take to any appointment for review. However, the films must have been read by a Radiologist, and the patient must present a military Identification Card.  Persons wishing to check out films for their spouses or dependent children over 17 years old must have a signed consent form.  Results cannot be given out over the phone, nor can a Diagnostic Imaging Technician discuss the results of any radiographic procedure with anyone other than a health care provider.

RELEASE OF INFORMATION
Hours of Operation:  0715-1615 M-F
Phone Number:  394-2310
Information may be released from medical records at the written request of patients or their legal representatives.  Phone requests CANNOT be honored.  Released forms are available in the Outpatient Records section.  Information requested by a doctor’s office for continuity of medical care is released at no charge.  There is a slight charge for information released to a lawyer, insurance company, or to the individual for personal use.  Check with Patient Administration for more information.

THIRD PARTY COLLECTIONS PROGRAM
The Third Party Collection (TPC) program exists due to congressional mandate.  In 1986 Congress passed a law authorizing and requiring all DOD Medical Treatment Facilities to bill commercial insurance companies for inpatient care received by members of our beneficiary population, except active duty.  In 1992 the law expanded to include outpatient care.  We do not bill Medicaid, Medicare, or TRICARE but do bill some supplemental policies. Insurance information is gathered using a DD Form 2569, Third Party Collection Program - Insurance Information.  This form should be present in every record of retirees, dependents of retirees, and all active duty dependents that receive medical care.   This form is available in each clinic and in the Business Operations Office.  It should be updated as insurance information changes or on an annual basis.  Each time you visit our facility, you will be asked by the clerk that checks you in if you are covered by a commercial insurance policy. 
WHO BENEFITS?

The Third Party Collection program benefits the patient and the facility.  Health insurance is intended to cover your needs for the medical services listed in your policy. The biggest fear patients have is the belief that if they divulge the fact they have insurance that the company will raise their monthly premiums or cancel the policy, but that’s not true.  Health insurance is not like automobile insurance in that regard.  Patients are not charged any deductibles or co-payments for services received at any military clinic. In fact, this is especially advantageous to the patient.  We meet the patient’s deductible, then if off-base care is pursued, the patient’s out-of-pocket cost is substantially reduced!
Recoupment of third party funds also benefits the 43 MDG.  100% of this money is deposited into local medical facility accounts and used to enhance care, provide equipment and purchase pharmaceutical products.  None of this money comes from your taxes or out of your pocket.  It all comes from civilian health insurance companies.

The two most important things for our patients to remember is that regardless of your insurance status, the quality of health care received at this facility will remain the highest caliber possible and that the patient will not be billed for outpatient care received at this facility.  We suggest that you carry your insurance information card with you at all times and inform the clerk if any insurance information has changed since you last completed the DD Form 2569. 

Chapter 10
43 MDG Clinic Policies

GENERAL CLINIC POLICIES
1. For safety and infection control reasons, children who are not patients will not be permitted in examination rooms.  Children age 10 and above may remain in the lobby.  Childcare arrangements should be made for all other children.  This will help ensure the best care for you by allowing providers to concentrate on you and your health care needs during the visit.  

2. While in the facility, maintain a neat and presentable appearance in accordance with military standards and courtesies.

3. No drinking or possession of alcoholic beverages in the clinic.

4. No gambling, boisterousness, illegal drugs or profane language in the clinic.

5. NO SMOKING anywhere in the clinic.

6. General medical care in the Family Practice Clinic is available by appointment only.  First-line supervisors have the authority to grant 24 hours of sick time for active-duty members.  Active duty personnel needing to see a provider will be given preference for appointments throughout the day. 

PATIENT’S BILL OF RIGHTS

1.  The right to receive quality care and treatment consistent with the available resources and 
generally accepted standards and practices.

2.  The right to be treated with dignity and respect at all times.
3.  The right to privacy and confidentiality within the laws established by the state and federal government and applicable Air Force regulations.
4. The right to know the identity, professional status and professional credentials of all health care personnel providing care.

5. The right to an explanation of his/her diagnosis, treatment procedures and prognosis of illness in terms the patient can understand.  When it is not medically feasible to provide such information to the patient, it is provided to the appropriate family members or a surrogate.
6. The right of informed consent.  That is, being advised in non-clinical terms of all information needed to make knowledgeable decisions on consent or refusal of treatment.  This information should include complications, risks, benefits, and alternative treatments available. 

7. The right to know if their care will be used as part of a research project and the right to refuse to participate in such projects.

8.  The right to care and treatment in a safe environment.

9.  The right to know facility rules and regulations that relate to their treatment or conduct (Smoking policy, unattended children, etc.).  
10. The right to express concerns and complaints and have them reviewed and answered in a timely manner, and that filing a complaint will not jeopardize future treatment.  Generally complaints will be investigated and a response given within five (5) working days.

11. The right to refuse treatment to the extent permitted by law and government regulations, and to be informed of the consequences of such refusal.

12. The right to have a concerned staff committed to listening to their reports of pain, to obtain information about pain and pain relief measures, to have a staff committed to pain prevention, as well as pain management and who respond quickly to reports of pain. 

13. Patients have the right to form advance directives and appoint a surrogate to make health care decisions on their behalf.
PATIENT RESPONSIBILITIES

1. To provide accurate information about complaints, past illnesses, periods of hospitalization, current medications and other matters relating to their health.

2. To ask questions and tell the provider when he/she does not understand the treatment or what is expected.

3. To be considerate of the rights and dignity of other patients and staff members.

4. To comply with the provider's advice and follow through on the treatment plan.  This includes keeping appointments and canceling appointments in advance when necessary.

5. To properly handle their medical records.  Patients are expected to properly handle their medical records.  Medical records are property of the USAF, not the patient’s personal property.  Records will not be removed from the clinic without the approval of the records staff.  Patients are not permitted to remove or alter any items in their medical records.  However, patients may request a copy of their medical records. 

6. To follow all facility rules.

7. To ask for pain relief when pain first begins and to work with your provider and nurse to develop a pain management plan.

8. Patients are encouraged to report problems, make suggestions and in general take an active part in their health care process, especially to report any potential safety problems. 
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Useful TRICARE Websites
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DEERS Address Change

With the form below, you can now send address changss including address changss for geographicaly separated family
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Note: Any information you submit is unsecure and could be observed by a third party while in
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DoD Military Health System Website
Wow!  When it comes to TRICARE information, this homepage contains it all.  In addition to information about benefits, programs, policies, and various resources, it maintains the latest updates to your healthcare benefits.  To go to this site, click here www.tricare.osd.mil.
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TRICARE REGIONS
The TRICARE program is broken into 15 regions worldwide.  Each region has partnered with a TRICARE contractor to provide a full range of health care benefits.  These services include TRICARE Service Centers, claims information, appointments, specialty care, etc.  Our area is Region 2 and includes North Carolina and Virginia.  To receive additional information on Region 2 and/or other regions, go to this site http://www.tricare.osd.mil/tricare/gifs/regionalmap1-1.gif.

Pope AFB Homepage
The Pope AFB Homepage maintains a myriad of information about base services.  This homepage also includes an updated "electronic" version of 43 MDG Health Services Toolkit for Families.   To go to this site, click here http://www.pope.af.mil.
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Dental Websites
Active duty family members:
Active duty family members are strongly encouraged to use the TRICARE Dental Program (TDP). This program is a voluntary, comprehensive dental program offered worldwide by the Department of Defense to family members of all active duty Uniformed Service personnel and to Selected Reserve and Individual Ready Reserve (IRR) members and/or their family members. United Concordia is the administrator of this program.  For enrollment information call 1-800-622-2256, or click on www.ucci.com.

Retirees and family members:
Retirees and their families are encouraged to use the TRICARE Retiree Dental Program (TRDP), or to seek coverage through other organizations. For enrollment information call 1-888-336-8737, or click on  http://www.tricare.osd.mil/tricare/beneficiary/supprog.html.
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[image: image34.emf]Information on both the TDP and TRDP is also available at the Pope Dental Clinic.  Additionally, all beneficiaries are eligible for emergency dental treatment; however, emergency services may only permit the initial treatment of infection and dental trauma.  

DEERS Address Change Website
The DEERS Address Change Website offers a quick and easy way to update your family's address/information.  Click here https://www.tricare.osd.mil/DEERSAddress/ to go directly to the DEERS address change page.
[image: image35.png]



Palmetto Government Benefits Administrator (PGBA) Claims Website
PGBA is our claims contractor for this region.  For your convenience, they have recently published an informative web site at www.mytricare.com.  This very useful page provides claims information and answers.  In addition, it can be used to check the status of your claims submission.  For additional claims information, contact your local TRICARE Service Center at  1-800-931-9501. 
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43 MDG Customer Survey

We Want Your Feedback!
As our valued customer, we want to hear what you have to say about our services.  For example, did you receive timely care?  Was your visit to our clinic pleasant?  During your inprocessing/outprocessing, were your health care benefits thoroughly explained?
To provide feedback, simply complete the comment form below.   The comment form can be dropped in one of our Patient Advocate survey boxes in the main clinic, or can be mailed to:








43 MDG/SGSB








Attention: Patient Advocate








383 Maynard Street








Pope AFB, NC 28308  
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WELCOME TO THE 43D MEDICAL GROUP!


Our vision is to be Pope community's first choice for healthcare.  Our mission is to ensure a medically ready force and deliver prevention-focused healthcare to the Pope Community.  As a commitment to our vision and mission, our staff echoes the motto “Awesome care anywhere.  We put the hope in Pope."  What this means is that we will continue to provide quality healthcare to beneficiaries, promote comprehensive wellness programs, and improve the overall quality of life for our customers.  In short, we will communicate this pledge through competence and compassion.





This book was written for you.  Please review it with your family to take advantage of the many programs we offer our beneficiaries.  Make today the first day of your healthier lifestyle!





	


	    


                Richard D. Trifilo


RICHARD D. TRIFILO, Col, USAF, MC, SFS


Commander, 43d Medical Group
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Name/Phone (optional):_____________________________________





Comments:�____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________





CUSTOMER SATISFACTION
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