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Many things changed on September 11, 2001, and military medicine was
certainly one of them.  This Stakeholders’ Report will tell you about the historic
improvements TRICARE made in 2001 and about the tremendous challenges
that face us in the years ahead.  We will remember 2001 as the year we kept our
promise and the year our nation called.

In 2001, TRICARE successfully implemented the most sweeping improvements
in military health care since World War II.   The depth, complexity and sheer
number of TRICARE initiatives in the 2001 National Defense Authorization Act
were breathtaking.  And the timelines to put these new programs and policies in
place were short—some took effect the day the legislation was signed!

In a superb example of the potential of “good government,” the people of the
TRICARE Management Activity (TMA) rolled up their sleeves and got to work
putting the new programs in place.  They integrated the best ideas of hundreds of
people—from the Service Surgeons General staffs, to our Line leadership, to our
Congressional staffers.  In one year, the TMA held over 50 working-level
meetings with the leadership of The Military Coalition and the National Military
and Veterans Alliance.  The results were impressive:  a flawless start-up of
TRICARE Senior Pharmacy in April, followed by a solid start-up of TRICARE
For Life in October.  Simultaneously, TMA led new programs to
implementation, including new entitlements for Medal of Honor recipients,
reduced catastrophic caps for retirees, eliminated co-pays for active duty
dependents, waived charges for TRICARE Prime Remote families, and many
other improvements.  TRICARE kept the promise to our “greatest generation,”
and also renewed its promise for the generations to follow.

Then came September 11th.   The hinge of history turned, and we turned with it.

Even as we mourned the loss of friends and coworkers in the Pentagon, we
turned our attention to our new mission: combating terrorism.  We staffed the
Family Crisis Support Center, helping the families of the Pentagon and Flight 77
victims, and supported the Reserve Forces call-up in support of Operations
NOBLE EAGLE and ENDURING FREEDOM.  And now we are reviewing
and retooling our medical readiness resources, treating combat-wounded heroes
in military hospitals, and mobilizing our scientific community in the battle
against bioterrorism.  Deployed military members worldwide are depending on
TRICARE to take care of their families back home.  TRICARE will meet this
mission.

We shall not falter, and we shall not fail.

TRICARE will get the job done for America.
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Total Beneficiaries 8.4 million

Prime Enrollees 4,006,000

Military Hospitals 76

Clinics 460

Military Health System Personnel 131,000

Total Budget $24 billion
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• Admissions 11,700

• Outpatient Visits 967,500

• Prescriptions 1.5 million

• Births 1,900

• Toll-Free Calls 485,000

• Claims Processed 846,200

���������	
��	
�
A Health Care Program Using Military Health
Care as the Main Delivery System

• Augmented by a Civilian Network of
Providers and Facilities

• Serving our Active Duty, Their Families, and
Retired Military/Families Worldwide

�	
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• Improve Medical Readiness

• Improve Access

• Maintain High Quality

• Contain Costs
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In 2001, the people of TRICARE implemented an astonishing array of
improvements.  It was like Barry Bonds hitting 73 home runs, the 1997 Chicago
Bulls winning 72 regular-season games, and the 1972 Miami Dolphins going
undefeated.  And, TRICARE, in the style of the champion, pulled off all of its
miracles in a single season!

The complexity involved in implementing all the new programs was truly
daunting.  A million moving parts—from computers to claims to contracts to
common sense—had to work together.   Somehow, with teamwork and
determination, we got the job done.  Here are just the highlights of TRICARE’s
championship season:���������	
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With literally hundreds of complex beneficiary-level changes in the TRICARE
program in 2001, a top priority was communications.  Millions of people needed
to know how the changes would affect them.  How did TRICARE meet this
historic test?

First– by involving real-life beneficiaries in every
step of the communications campaign.

Second– by being totally up-front and honest about
any problems with the new programs.

Third– by knowing our TRICARE market and
knowing which communications tools
would work best with which audience.

Here are a few examples of how we used the TRICARE
Communications Tool Kit to help us tell the story of
2001’s “tsunami” of TRICARE improvements:

And a TriuAnd a TriuAnd a TriuAnd a TriuAnd a Triumph in Comph in Comph in Comph in Comph in Commmmmmmmmmuniuniuniuniunicccccaaaaatititititiooooons!ns!ns!ns!ns!
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TRICARE Communications Tool Result
Direct-mailed over 4.5 million letters and
information packages directly to the homes of
our TRICARE For Life (TFL) beneficiary
population

96-98% of TFL beneficiaries surveyed reported*
that they found this information helpful

1.6 million calls received on 1-877-DOD-MEDS
and 1-888-DOD-LIFE toll-free lines at our
Worldwide Toll-Free Information Center

Clear, positive, responsive communications
available to TFL beneficiaries 7 days a week

TRICARE Web site (www.tricare.osd.mil)
transformed into daily news source for latest
updates on TFL

Surge in hits/utilization as beneficiaries—and
especially TRICARE staffers worldwide—
accessed the site for all-purpose "TFL 101"
briefings they could use in the field, regular
news releases on key issues, real-time postings
of policy letters and instructions

TMA hosted over 50 working-level meetings
with The Military Coalition and the National
Military and Veterans Alliance in 2001

Vital, daily communications helped identify and
solve problems, improved our marketing
products, and built trust and teamwork between
TMA and the Coalition & the Alliance

Thorough, immediate, personal
communications to key media and
Coalition/Alliance leadership when the "TFL
Glitch" became known

Media helped alert beneficiaries to a clear, well-
defined problem and solution.  Coalition &
Alliance guidance was essential in helping
affected beneficiaries solve problems

Regular Media Roundtables for Military,
Government, and General Media

Thousands of postings of TFL stories, updates,
and features in base papers, syndicated
columns, retiree newsletters, Coalition &
Alliance publications worldwide

January 2001 TRICARE Conference driven by
National Defense Authorization Act/TFL
Changes

2,300 Military Health System attendees from
around the world received latest, best training
on new TRICARE benefits

TMA handled over 350 press inquiries in the
last 6 months of 2001

Key TRICARE messages conveyed through
local and major media outlets worldwide
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Dr. William Winkenwerder, Jr., was sworn in
as the new Assistant Secretary of Defense

(Health Affairs) 29 October 2001.

Dr. Winkenwerder (at left, holding flag)
is responsible for effectively executing DoD’s

health care mission to maintain readiness; to provide
health care services and support to members of the

armed forces during military operations; and to
provide health care services and support to members

of the uniformed services, their family members,
and others entitled to DoD health care.

Mr. Thomas F. Carrato became the new
Executive Director of the TRICARE
Management Activity 7 June 2001.

Mr. Carrato is responsible for improving and
enhancing TRICARE worldwide, and for
ensuring the availability and affordability of
high-quality, accessible health care for
uniformed services beneficiaries worldwide.
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The Retired Officers Association
conducted a survey of 5,000 members
and 1,500 auxiliary members to gauge
their understanding of the new
TRICARE For Life (TFL) benefit.

• 96% had heard of TFL
• 82% acknowledged receiving DoD

materials on TFL and the new
TRICARE Senior Pharmacy
benefit

• 96 to 98% rated the materials
helpful or very helpful

• 86% knew that TFL is a Medicare
wraparound with no premiums

• 74% intend to drop their Medicare
supplemental insurance

The Retired Officer Magazine
December 2001, p. 28
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What a difference a year makes!  Think back—just one year ago—our Medicare-
eligible military beneficiaries had no pharmacy entitlement.   They were also “on
their own” in paying the medical bills Medicare didn’t cover.   They felt that
Uncle Sam had broken a promise of free health care—a promise made when they
were young, just entering the Service.    But now all that has changed.  TRICARE
Senior Pharmacy started on 1 April 2001, followed by TRICARE For Life
on 1 October 2001.  These programs are improving the daily lives of America’s
“greatest generation.”
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People think of TRICARE as peacetime health care.
But what is TRICARE’s role in wartime?

Simple:  TRICARE’s job is to help win America’s wars.

“The current war on terrorism reminds us that TRICARE, as an integral
component of the worldwide Military Health System, cares for every warrior,
every active duty and retired uniformed service member, and every service family,
from the community to the battlefront.  TRICARE truly gets the job done for
America.”

Mr. Thomas F. Carrato
Executive Director, TRICARE Management Activity

29 November 2001
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“And tonight, a few miles from
the damaged Pentagon,
I have a message for our military:
Be ready.  I’ve called the Armed
Forces to alert, and there is a
reason.  The hour is coming when
America will act, and you will
make us proud.”
+

President George W. Bush
Speech to Joint Session of Congress

20 September 2001
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To comment on the 2002 TRICARE Stakeholders’ Report, send e-mail to comments@tma.osd.mil or write to:
TRICARE Management Activity; Office of Communications & Customer Service

Skyline Five, Suite 810; 5111 Leesburg Pike; Falls Church, Virginia  22041-3206.
The report is available on-line at www.tricare.osd.mil/stakeholders. Copies can be ordered from www.tricare.osd.mil/smart/store

This report is dedicated to the memory of Mary Gerwin, Deputy Assistant Secretary of Defense for Health Program Integration and
External Affairs, Office of the Secretary of Defense (Health Affairs).  Her visionary leadership made the Stakeholders’ series possible.

The young Air Force Staff Sergeant was coming up
on reenlistment.  He told his First Sergeant he was
leaning toward separation—it was time to see if the
“grass was greener” on the other side.

“You know what,” said the First Sergeant,
“reenlistment is a family decision.  Before you make
a choice that’s going to impact your family for the
rest of your life, let’s get together and talk it over
with your wife.”

The young NCO had never had a First
Sergeant over for dinner.  But he called
home and set things up for that
Thursday evening.

After dinner the First Sergeant got
down to business.  “You’re about to
make a family decision on
reenlistment.  As I talk to young
people, I find they pretty much
understand their pay, housing, travel, and
retirement benefits.  My job is to make sure you
understand your TRICARE benefits, and the
almost unbelievable improvements that program
has made.  In my view, the TRICARE
improvements of the last year are worth more than
any pay raise you’ve ever received.

“I see that you’ve got an 18-month-old son, and
a child on the way.  I’m going to ask you a few
questions about TRICARE to see if you
understand what you might be throwing away if
you leave the military:

• Did you know that you can expect to spend over
$4,000/year for health care coverage as a civilian,
compared to essentially free care in the military?

• Did you know that TRICARE will never disqualify or
disenroll you or your family because of your health
condition?

• Did you know that your counterparts in civilian life
have seen their health care premiums increase as much
as 26% in the last 5 years, while TRICARE has actually
reduced out-of-pocket costs for active duty families?

• Did you know that TRICARE just added
comprehensive medical and pharmacy coverage for

over-age-65 military retirees and their families, saving
them thousands of dollars a year?”

The husband and wife listened carefully.  They knew
the care they received when their son was born in
their local military hospital was great, and they knew
TRICARE had come a long way in a few years.  But,
they’d never thought of what TRICARE meant to,
well, their future security as a family.  Now they
realized this one decision would impact their health

care for the next 60 years!

The next night the young couple sat around that kitchen
table and talked, alone.  They weighed everything, from
the pride of serving their country, to the sacrifices of
military life, to the long-term benefits of the TRICARE
program.  And then they called the First Sergeant to
schedule a reenlistment ceremony.

���������	
�������
�������
������
�

,
���
�	��	���

���������	
��	��	���

�������
�	
��


