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TRICARE Problem Resolution Process: To resolve administrative problems in TRICARE

Point of Contact
Division: Personnel Division (ARNG-HRP)

Description
The TRICARE Problem Resolution Process applies to a Sponsor or eligible dependent that experiences coverage issues.
This documents the process steps taken by Sponsor or eligible dependents as well as administrative personnel assisting
in resolution.

Regulations and Supporting Resources
Defense Manpower Data Center (DMDC) Website

Policy Guidance for TRICARE Reserve Select (TRS)

TRICARE Website

Documents and Forms
N/A

Related Processes
TRICARE Early Eligibility (EE) Process
To qualify and document Soldiers in receipt of valid alert or mobilization orders for early eligibility for TRICARE benefits

TRICARE Reserve Select (TRS) Process
The process for Soldiers to enroll in the TRS health plan

Systems


https://www.dmdc.osd.mil/
http://ra.defense.gov/documents/TRS%20Memo%20to%20Mil%20Departments%20and%20Policy.pdf
http://www.tricare.mil/
https://g1arng.army.pentagon.mil/HRCommunity/ProgramsAndProcesses/Benefits/TRICARE/EEProcess/Pages/default.aspx
https://g1arng.army.pentagon.mil/HRCommunity/ProgramsAndProcesses/Benefits/TRICARE/TRSProcess/Pages/default.aspx

Defense Enrollment Eligibility Reporting System (DEERS)
DEERS maintains personal and benefits information, including medical and dental for all Department of Defense (DoD)
employees to include retirees and dependents.

Defense Online Enrollment System (DOES)

DOES is a TRICARE Managed Care Support Contractors interfacing tool with DEERS. It allows contractors (TriWest,
Health Net, and Humana) to see eligibility and send enrollment information/data back and forth to the DEERS System
(DEERS interfacing tool).
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http://www.dmdc.osd.mil/rsl/owa/home

TRICARE Problem Resolution Process: To resolve administrative problems in TRICARE : System L
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Note: The numbers on this process map are for reference purposes only and do not denote the sequence of the process

DoD/Defense
Manpower Database
Center (DMDC)

ARNG/HRP
Personnel
Actions Branch

9
» Research problem
resolution

10
Resolve
problem?

14
———» Inform Sponsor to
contact DMDC

8
Receive request

Unable
to fix

Able
to fix

TRICARE/Regional
Contractor

12
Send notification

11
Resolve problem
(DEERS)

3
Eligible for
TRICARE?

6
Ineligible—» Inform Soldier of
ineligibility

2
Check medical
care eligibility
(DEERS)

Eligible

4
Provide care

Healthcare Provider

A A A A

L 5 ! B Reigive 15 A
Start Seek medical . Request problem > e Request problem |
: Receive care } notification of error )
attention resolution resolution

resolution

End

Sponsor or Eligible
Dependent

23 SEP 10



TRICARE Problem Resolution Process: To resolve administrative problems in TRICARE
(Pg. 2 of 2)
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Activity/Decision Point
Name

Regulations
and
Supporting
Resources

TRICARE Problem Resolution Process: To resolve administrative problems in TRICARE

Documents
and Forms

Seek medical attention

Description
Sponsor or Eligible Dependent attempts to
seek medical attention from a physician,
hospital, etc.

Systems

Check medical care eligibility
(DEERS)

Healthcare Provider checks to see if Sponsor
or Eligible Dependent is covered by TRICARE
via Defense Online Enroliment System
Defense Enrollment Eligibility Reporting
System (DEERS) interface. Each region has its
own DEERS interface system.

DEERS

Proof of insurance
(TRICARE coverage) is not
required in emergency
situations or by some
Healthcare Providers.

Eligible for TRICARE? Healthcare Provider determines if Sponsor or |TRICARE
Eligible Dependent is covered by TRICARE. Website
Provide care If Sponsor or Eligible Dependent is covered by [TRICARE
TRICARE, Healthcare Provider treats Sponsor |Website
as needed.
Receive care Sponsor or Eligible Dependent is treated by
Healthcare Provider.
Inform Soldier of ineligibility Healthcare Provider notifies Sponsor or Eligible [TRICARE
Dependent that he/she is not currently covered |Website
by TRICARE.
Request problem resolution Sponsor or Eligible Dependent contacts TRICARE TRICARE Regions:
TRICARE for non-coverage resolution by Website North - Health Net Federal

phone.

Services - 1(877) TRICARE

West - TriWest Healthcare
Alliance - 1(888) TRIWEST

South - Humana Military
Healthcare Services - 1(800)
444-5445
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Activity/Decision Point

Name
Receive request

Description
TRICARE receives notification about non-
coverage issue from Sponsor or Eligible
Dependent via telephone.

Regulations
and

Supporting
Resources

Documents
and Forms

Systems

9 Research problem resolution TRICARE researches the issue.
10 Resolve problem? TRICARE attempts to resolve eligibility Most issues that TRICARE
problem. is able to fix can be resolved
using Defense Enroliment
Eligibility Reporting System
(DEERS).
11 Resolve problem TRICARE resolves the issue in Defense DEERS
(DEERS) Enroliment Eligibility Reporting System
(DEERS).
12 Send notification TRICARE notifies Sponsor or Eligible
Dependent via email or phone of error
resolution.
13 Receive notification of error Sponsor or Eligible Dependent receives TRICARE
resolution notification of problem resolution via phone or [Website
email. Sponsor or Eligible Dependent is now
eligible to receive healthcare services under
TRICARE.
14 Inform Sponsor to contact If unable to fix, TRICARE informs Sponsor or |DMDC Website
DMDC Eligible Dependent during phone call that
he/she must contact Defense Manpower Data |[TRICARE
Center (DMDC) in order to resolve the issue. [Website
15 Request problem resolution Sponsor or Eligible Dependent contacts DMDC Website
Defense Manpower Data Center (DMDC) as
prescribed by TRICARE for non-coverage
resolution via phone or email.
16 Receive request Defense Manpower Data Center (DMDC) DMDC Website

receives notification about non-coverage issue
from Sponsor or Eligible Dependent via
telephone or email.
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No.

Activity/Decision Point
Name

Research problem resolution
(DEERS)

Description
Defense Manpower Data Center (DMDC)
researches the issue in Defense Enroliment
Eligibility Reporting System (DEERS).

Regulations
and

Supporting
Resources
DMDC Website

Documents
and Forms

Systems

18

Resolve problem?

Defense Manpower Data Center (DMDC)
attempts to resolve eligibility problem.

DMDC Website

19

Reroute error resolution

If Defense Manpower Data Center (DMDC)
cannot resolve the problem, the issue is
rerouted to HRP Personnel Actions Branch.

20

Receive request

HRP Personnel Actions Branch receives error
resolution request from Defense Manpower
Data Center (DMDC) via email or phone.

21

Research problem resolution
(DEERS)

HRP Personnel Actions Branch researches the
issue in Defense Enroliment Eligibility
Reporting System (DEERS).

DEERS

22

Resolve problem
(DEERS)

HRP Personnel Actions Branch resolves the
issue in Defense Enroliment Eligibility
Reporting System (DEERS).

DEERS

23

Send notification

HRP Personnel Actions Branch sends
notification to Sponsor or Eligible Dependent
via email or phone that the error is resolved.
Sponsor or Eligible Dependent is now eligible
to receive healthcare services under TRICARE.

TRICARE
Website

24

Resolve problem
(DEERS)

Defense Manpower Data Center (DMDC)
resolves the issue in Defense Enroliment
Eligibility Reporting System (DEERS).

DMDC Website

DEERS

25

Send notification

Defense Manpower Data Center (DMDC)
sends notification to Sponsor or Eligible
Dependent via email or phone that error is
resolved. Sponsor or Eligible Dependent is
now eligible to receive healthcare services
under TRICARE.

DMDC Website

TRICARE
Website
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