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     Fact Sheet

July 30, 2010

TRICARE Overseas Program Managed Care Contract

As announced in October 2009 by TRICARE Management Activity, International SOS Assistance, Inc., will begin service as the contractor for the TRICARE Overseas Program in all areas outside of the 50 United States and the District of Columbia. International SOS will provide all beneficiary services, including enrollment, claims processing, customer service and TRICARE education, regardless of the location overseas.

The new TOP contract will consolidate:
· Overseas Prime enrollment
· Overseas claims processing
· TRICARE Global Remote Overseas (TGRO)
· TRICARE Puerto Rico Prime

Beneficiaries at Army Health Clinics in Europe will see few differences in the delivery of in-clinic health care when the new TRICARE Overseas Program contractor takes over Sept. 1, but some referral processes for Host Nation provider care will change. 

A transition initiative is underway to ensure excellent customer service remains in place as International SOS takes over TOP operations. Government, ERMC and Vicenza Health Center transition teams are managing the transition and will remain in place as International SOS begins health care service delivery. Starting 1 September 2010, International SOS will maintain call centers 24-hours a day, seven days a week for assistance with locating and providing authorizations for care with Host Nation providers for urgent, after-hours care; claims research; translation services; and benefits education.  

[bookmark: OLE_LINK1][bookmark: OLE_LINK2]TRICARE began mailing letters to TRICARE Prime and Standard beneficiaries July 19 that include a flyer, wallet cards with International SOS call center and contact phone numbers, and benefit information. The letters are expected to reach Europe-based beneficiaries soon.  Please ensure your DEERS information is current.  This can be accomplished by visiting www.tricare.mil/DEERS or your local ID card issuing office.  The TRICARE Overseas Handbook is available online as of July 16, 2010 at www.tricare.mil/overseas as well as at each of the overseas area office pages.   




• Program coverage, eligibility, and costs: All program eligibility criteria, coverage and program-associated costs will stay the same.

• Your primary care manager (PCM): If you are a Prime-enrolled beneficiary at an overseas MTF, you will not need to change your PCM.

• Current overseas network providers: International SOS will strive to maintain current relationships with network providers.  In the case of the Vicenza health Center, the transition will not disrupt ongoing health care services in the host nation, including follow-up care.

• Making appointments with Host Nation providers:  Effective 1 September 2010, TRICARE Prime patients will require authorization for care prior to seeking care for non-emergent conditions outside of the MTF.  Health Care Finders here at the Vicenza Health Center with continue to assist with making appointments with Host Nation providers.  ISOS will issue authorizations for host nation care for TRICARE Prime patients in 48 to 72 hours.  For routine, non-urgent consults, TRICARE Prime patients can visit the TRICARE Referral immediately after a consult is issued by their Primary Care Provider just as they do now.  The TRICARE Referral Office will schedule the appointment 3 to 5 days in the future to allow time for the authorization to be issued by ISOS.  Urgent consults will be processed with ISOS without delay.  Patients not enrolled in TRICARE Prime will experience no changes after 1 September 2010.

• After Hours Care:  Effective 1 September 2010, TRICARE Prime patients will require authorization for care prior to seeking care for non-emergent conditions outside of the MTF.  Patients that decide to seek care should first contact ISOS in order to receive authorization.  Patients from the Vicenza area who seek care at San Bortolo Hospital will also receive assistance from a patient liaison.  If for some reason you were unable to receive an authorization in advance visit the TRICARE Office in the health center the next business day or as soon as possible. 
Patients are encouraged to call the Free Nurse Advice Line (800-877-660) before seeking  non-emergent care.  

• Retiree benefits: There are no significant changes for retirees covered under TOP. Retirees are still eligible for TRICARE Standard.

• Enrollment: You will still enroll during in-processing or by visiting the TRICARE Service Center.

• Claims:  TRICARE Service Centers will no longer process claims.  As of Sept. 1, International SOS assumes responsibility for claims processing, including requirements for timely payment.  For Active Duty and their family members this should be transparent.  Retirees and DA Civilians usually have to pay up front for healthcare in the Host Nation.   The quickest way for these beneficiaries to get reimbursed for medical bills is to file claims directly with ISOS.  Retirees and DA Civilians who have labs drawn at the clinic that need to be sent to the Host Nation for processing will now be responsible for paying for these tests and filing a claim with TRICARE or other personal insurance.  Specific filing instructions can be found in the TRICARE Overseas Program Handbook or visit the TRICARE Service Center for assistance.

ISOS Customer Service:  800-915994 
The official ISOS website address is:  http://www.tricare-overseas.com/
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