DEPARTMENT OF THE NAVY
BUREAU OF MEDICINE AND SURGERY
2300 E STREET NW

WASHINGTON DC 20372-5300 N REPLY REFER TO

6040
Ser M3/51UM3/58555
16 Feb 2011

MEMORANDUM FOR COMMANDER, NAVY MEDICINE EAST
COMMANDER, NAVY MEDICINE WEST
COMMANDER, NAVY MEDICINE NATIONAL CAPITAL AREA
COMMANDER, NAVY MEDICINE SUPPORT COMMAND

Subj: IMPLEMENTATION OF THE INTEGRATED CLINICAL DATABASE
(ICDBY/REFERRAL MANAGEMENT SYSTEM TRACKING REPORT (RMSTR)
FOR CLEAR AND LEGIBLE REPORTING (CLR)

Ref:  (a) BUMED ltr 6000 Ser M3M12/04UMM3M 1040019 of 25 Jun 2004, Interim
Guidance on Referral Management
(b) Comprehensive Accreditation Manual for Hospitals, Current Edition
(¢) Accreditation Handbook for Ambulatory Health Care, Current Edition
(d) Joint Healthcare Operations Council (JHOC) mtg of 24 Mar 2010
(e) COMNETWARCOM ltr 5239, Ser ODAA/0107 of 25 Jan 2011

Encl: (1) Uniform Business Rules for Managing the Clear and Legible Report (CLR) Process
(2) Navy Medicine Guide for Entering Consult Results in AHLTA via TelCons

1. Implementation of the next generation of TRICARE contracts (T-3) will change consultation
processing. The tracking, managing and obtaining of results commonly referred to as clear and
legible reports (CLRs), for referrals to and from civilian providers, will become the sole
responsibility of the respective medical treatment facility (MTF). On 1 April 2011, the
TRICARE North Region will transition to T-3, and MTFs within the North Region will assume
CLR responsibility for care deferred to the network. Additionally, MTFs must provide reports
for care rendered within the MTF, as a result of a Right of First Refusal, to the referring civilian
provider. To support T-3 transition, Navy Medicine MTFs in the TRICARE North Region will
comply with and implement this guidance. The T-3 implementation date for the TRICARE
South and West Regions has not yet been determined. Navy Medicine MTFs in the TRICARE
West and South Regions should continue current procedures per reference (a) and will be
notified when compliance with this policy is required.

2. Per reference (b), the Joint Commission requires that all referrals be tracked and accounted.
Per reference (c), the Accreditation Association for Ambulatory Health Care requires that
reports, histories and physicals, progress notes and other patient information (such as laboratory
reports, x-ray readings, operative reports, and consultations) are reviewed and incorporated into
the record in a timely manner.

3. Pursuant to reference (d), Navy Medicine MTFs will use and support the ICDB and the
RMSTR systems for referral management monitoring. Effective 1 April 2011, the use of
ICDB/RMSTR is required for all Navy TRICARE North Region MTFs. Additionally, in
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conjunction with ICDB/RMSTR implementation, the TRICARE Management Activity (TMA) is
deploying an AudioCare expansion that will facilitate referral related phone calls to patients.

4. Roles and Responsibilities

a. The Bureau of Medicine and Surgery (BUMED), Human Capital Strategy (BUMED-M1)
shall:

(1) Provide support and liaison with the BUMED, Medical Operations/Future Operations
(BUMED-M3/5), BUMED Information Management/Information Technology (BUMED-MS6),
BUMED Resources Management (BUMED-MS8) and Navy Medicine Regional Commanders for
transition of CLR requirements under the T-3 transition.

(2) Conduct an evaluation and validate manpower requirements to support transition of
CLR under T-3.

(3) Develop staffing standards and standardized position descriptions for Referral
Management Centers (RMCs).

b. BUMED-M3/5 shall:

(1) Develop policy supporting T-3 CLR transition.

(2) Provide oversight and liaison to ensure smooth CLR transition under T-3 with the
TMA ICDB/RMSTR Program Manager, BUMED-M1/M6/MS, and Navy Medicine Regional
Commanders.

(3) Ensure appropriate training is provided to support the transition of CLR requirements
under the T-3 transition.

(4) Coordinate with BUMED-M1 and BUMED-MS to establish and fund the necessary
personnel billets and/or contractual support and resources in support of the CLR T-3 mission.

(5) Develop metrics and quality assurance procedures to monitor overall compliance and
performance of the Referral Management Center including retrieval of CLRs 1n conjunction with
the BUMED Metrics Governance Board (MGB).

¢. BUMED-MS6 shall:

(1) Provide support and liaison with BUMED-M1, M3/5, M8, Navy Medicine Regional
Commanders, and the Navy Medicine Information Systems Support Activity (NAVMISSA) for
transition of CLR requirements under the T-3 transition.

(2) Support the Executive Agent for [CDB (U.S. Air Force) with [CDB/RMSTR
deployment and sustainment.

O]
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(3) Monitor and comply with Information Assurance and related support requirements as
directed in reference (e).

d. Navy Medicine Regional Commanders shall:
(1) Implement this guidance to support transition of CLR under the provisions of T-3.

(2) Monitor and track implementation and provide overall support to maintain
compliance with policy and guidance.

(3) Participate in development of metrics and quality assurance procedures to monitor
referral/CLR compliance in conjunction with the BUMED MGB.

e. Navy Medicine MTF Commanders/Commanding Officers/Officers-in-charge shall:
(1) Implement requirements as directed in enclosure (1) and reference (e).

(2) MTFs may continue to utilize their existing processes for incorporating CLRs into the
electronic or paper medical records. Enclosure (2) provides procedures developed by the
BUMED Chief Medical Information Officer that may be used as an option for incorporating
CLRs into the electronic medical record. This process electronically notifies the referring
provider when the CLR is available for review and allows him/her to electronically co-sign the
report. BUMED will provide amplifying guidance at a future date regarding the filing of CLRs
to the electronic medical record.

(3) As all electronic systems are subject to periods of non-availability, MTFs must have
procedures in place to ensure continuity of the CLR mission in absence of ICDB/RMSTR.

5. My points of contact are Captain M. Jenkins, MSC, USN (202) 762-3115 or e-mail
Mary.Jenkins @med.navy.mil or LCDR Jori Brajer, MSC, USN at (202) 762-3779 or e-mail
Jori.Brajer@med.navy.mil.

KATbS
Acting

Copy to:

Deputy Director, TRICARE Management Activity
Surgeon General of the Army

Surgeon General of the Air Force
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Uniform Business Rules for Managing the Clear and Legible Report (CLR) Process

1. Navy Medicine Medical Treatment Facility (MTF) Referral Management Centers (RMCs)
are responsible for tracking and accounting for all outgoing referrals, incoming CLRs, mcoming
right of first refusals (ROFRs) and outgoing ROFR results. Incoming ROFRs are consultation/
referrals generated in the network that are deferred to an MTF for potential care and support.
MTFs must accept or deny ROFRs. MTF referrals for Active Duty (Supplemental Care) and
Prime enrollees will be processed through the respective Managed Care Support Contractor
(MCSC) as specified in the respective MTF/MCSC Memorandum of Understanding (MOU) and
TRICARE Policy Manuals.

2. Business Rules for deferred to network (outgoing from MTFs) referrals:

a. Business Rule #1: Each Navy Medicine MTF RMC is responsible for managing,
tracking, and accounting for all respective referrals, CLRs, and ROFR.

b. Business Rule #2: If a deferred to network referral is generated, it must be tracked,
accounted for, and a CLR obtained in compliance with Joint Commission and Service MEDIG
1ssuances/standards/regulations.

¢. Business Rule #3: A CLR is required for all referrals except those for Durable Medical
Equipment (DME) or hospice care unless specifically requested by the referring provider.

d. Business Rule #4: All referrals deferred to the network will include a unique identifier
number (UIN) so that the CLR can be matched to the referral. For those referrals processed by
the MCSC, the UIN is assigned an authorization number by the contractor.

¢. Business Rule #5: The MCSC will provide the authorization number and the name of
the network provider to the respective RMC.

f. Business Rule #6: All deferred to network referrals will be sent via facsimile to the
respective MCSC unless another HIPAA compliant alternative is available.

g. Business Rule #7: The RMC will establish a single phone number, facsimile number,
and mailing address. For those referrals going through the MCSC, this information must be
included in the MTF/MCSC MOU.

h. Business Rule #8: All beneficiaries whose referrals were deferred to the network will
receive a follow up electronic phone message 20 days after the order date of the referral
reminding them to make the appointment with the civilian provider indicated in their
authorization letter. The respective MCSC’s phone number for assistance will be provided.

Enclosure (1)



3. Business Rules for incoming CLR.

a. Business Rule #9: The RMC will account for all incoming CLRs. DME and hospice
referrals will be tracked if requested by the ordering provider.

b. Business Rule #10: All CLRs will be reconciled with the corresponding referral and
posted as received in ICDB within 3 working days of receipt by the RMC. Results will be
provided to the MTF referring provider and posted to the record as outlined in enclosure (2).

c. Business Rule #11: If a CLR has not been received in 60 calendar days, RMCs will take
the following action:

STEP ONE: Check the CLR receipts to be sure that a CLR has not been received. If yes,
then post the CLR and close it in ICDB per enclosure (2). If no, proceed to STEP TWO.

STEP TWO: Check the MCSC claims database to see if a claim has been paid. If there
was a claim paid, then care should have been rendered and there should be a CLR - go to STEP
THREE below. If no claim has been paid go to STEP FOUR below.

STEP THREE: If there is no CLR, obtain the provider’s name and contact information
from the claim and contact the respective provider by phone or facsimile and request the CLR. If
the provider indicates that the respective patient failed to keep an established appointment, go to
STEP FOUR below. If the provider indicates the patient kept the appointment, obtain the CLR
from the provider. If the respective provider fails to respond, verify that the contact information
is correct and contact the provider again on the same day. If the provider does not respond
and/or provide the CLR, contact the respective MCSC as outlined in the MTF/MCSC MOU.

STEP FOUR: If after checking to see if a claim has been paid for a respective referral
and no payment has been made and/or the respective provider indicates the patient failed to keep
an established appointment, complete the following actions:

(1) Access either the MCSC database, contact the MCSC customer service personnel, or
check the referral notification from the MCSC to identify and validate the information of the
provider. This process may reveal that the patient had subsequently requested another provider
other than the original provider and as such, proceed to STEP THREE above to obtain CLR.
Otherwise, proceed below.

(2) Call the patient to see if the appointment was made. If successful with contacting the

patient, ascertain the date, time and name of the provider actually seen. Proceed to STEP THREE
above to obtain CLR.
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(3) A minimum of three telephone calls attempting to contact the patient over a two-
week period (calls may be automated, live, or a combination of both) is considered a reasonable
etfort. In the event the patient is not contacted directly, a message(s) should be provided to the
patient providing the date, time and place of the referral and a telephone number for the RMC
should the patient elect not to use the referral or require additional assistance to complete the
referral.

(4) If there is no response from the patient within 2 weeks, proceed to Business Rule #12.

d. Business Rule #12: If there is no CLR received within 120 days from the order entry
date or if the patient indicates that they do not intend to activate the referral or have been non-
responsive, close the referral in the database and notify the ordering MTF provider that no
apparent action was taken on the referral. The MTF provider shall document the occurrence in
the subsequent patient’s health record.

¢. Business Rule #13: If a claim has been filed and the CLR is not provided by a network
provider after the RMC has requested it, seek assistance from the MCSC as per MTF/MCSC
MOU procedures.

. Business Rule #14: Figure 1 below represents the cyclical nature of referrals/
consultations as they are generated by a provider, processed by the MTF RMC, forwarded to the
respective MCSC, and the subsequent actions required to obtain the results of the
referral/consultation from the network provider(s) and returned to the MTF provider that
requested the referral/consultation.
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The overall cycle is consistent with MHS standardized business rules. Enclosure (2)

provides specific guidance on entering referral/consultation results in AHLTA using the

“TelCon” methodologies and procedures.

4. Business rules for ROFR CLRs. The process for managing inbound ROFRs from the
contractors 1s specified in the contract and the MTF/MCSC MOU. The process for outbound
ROFR reports from the MTF to the network referring physician will be managed by the RMC.

a. Business Rule #15: The RMC will record and track all ROFRs accepted by the MTF

and ensure that the ROFR results are sent back to the ci

vilian provider.

b. Business Rule #16: The RMC will print the encounter information from Armed Forces
Health Longitudinal Technology Application (AHLTA) or other MTF sources and send to the

network physician within 10 days of the appointment.

c. Business Rule #17: The RMC will reconcile the tracking record for all accepted ROFRs
at 60 days from receipt of the accepted ROFR. If any reports are outstanding, the RMC will

attempt to locate the report.

(1) Confirm that the patient’s appointment at the MTF was kept.

(2) Obtain the encounter information from AHLTA of other MTF sources.

4
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(3) Contact the rendering MTF provider to obtain the report.

d. Business Rule #18: At 120 days, download the relevant clinical information in AHLTA
and send to referring provider or close the record with note to referring provider if the patient has
not made or kept their appointment.

5 Enclosure (1)
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1. Implementation of the next generation of TRICARE contracts (T-3) will change how
consultations/referrals are processed. The tracking, managing and obtaining results commonly
referred to as Clear and Legible Reports (CLRs) for referrals to network providers is now the

responsibility of the
respective Medical
Treatment Facility (MTF).
This guide was developed
Obtain CLR to provide Navy MTFs
with suggested processes
\/L/—\ and business solutions to
merge CLRs into the
Convert CLR patient’s electronic
into PDF medical record (AHLTA).
The methodology and
l procedure leverages our
Onen CHrCS existing apd new
and go 1o 1110 AHLTA technologies and systems
fdm Nerivd it to provide the Referral
Reader m g?:m o Manageme.nt Cel}ters
Sn:::h o [éﬁj;“ " 3 cick on (RMC:s) with an integrated
Tool on 3 Setoct tmm systems solution. This
Deskiop Reforral then New guide includes screenshots
Notepingen Teicon. with directions for each

step that must be
! completed by the Referral
y ' Management Center
(RMC) personnel and
Correct Patient referring provider to
successfully (1) enter, (2)
review and (3) close-out
CLRs.

Figure 1. RMC Initial CLR Process

2. The ability to successful merge CLRs into AHLTA requires the use of Adobe Reader with the
Snapshot tool as well as CHCS. CLRs received from network providers must be saved as a PDF
to allow the results to be loaded into the proper patient’s AHLTA record. Figure 1, RMC Initial
CLR Process, to the left represents the initial process to store CLRs in the electronic health
record. Extreme caution must be exercised to ensure the CLRs are loaded into the correct
beneficiaries’ record.



3. Figure 2 (below), RMC Primary CLR Process, depicts the primary process of an RMC staff
member generating a new TelCon and adding the CLR results into the new TelCon. The process
includes an automated process that alerts the referring provider that a TelCon is required to be
reviewed.

A
nter the order
1} Click on bar, consuht
Tele ICHck Yes to make kype, and date
| telephone consult for
jcurrently selected >iod enc Click OK
2} And then New under Reason
t
Telcon E for Yeleph:
Konsult
1} Using the Snapshot tool in
Adobe Reader highkight 1) ClickonAdd | 1) Chick Problem List
sections of the result to .
into the Enc R Note } Double-click appropriate
cony 2} Then diick on diagnosis
2) When finished dick on Note New Note } Click on Currenmt Encounter tab
Complete
( .

Figure 2. RMC Primary CLR Process

4. Figure 3, RMC Final Stage, represents the final actions required by the RMC to open Adobe
Reader to highlight the appropriate CLR and copy into the “Encounter Note.” The steps that
follow include the following:

* Click note complete and click on sign
* Check the cosigner required box
= Click on search, search for the appropriate provider and “double-click” on the provider



Using the Snapshot
n:;l:u?gmwbeagm When finished
" of the > dié:k o:i:l:;te » Click on Sign.
result to copy into om
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f
Enter your Do a search for Check the
AHL; N the provider Cosigner
password and and < Required box
m:’emr double-click the and click on
selecction Search

y

Enter new review status: DEFERRED —
RESULTS RECEIVED in AHLTA and close
out consult

Figure 3. RMC Final Stage

After these steps are completed the RMC staff member generating the new TelCon and entering
the CLR results will need to enter their respective AHLTA password and hit enter. The final
step for the RMC staff member is to enter a new review status, “Deferred-Results Received in
AHLTA?” and close-out the consult. The TelCon will be forwarded to the appropriate provider
for review.

5. Figure 4, Provider TelCon/CLR Review, represents the actions required by the referring
provider to complete the referral process. At this point he/she will review and “close-out” the
TelCon which resulted from the (1) initial deferral of the beneficiary to the network and (2) the
subsequent return of results, (3) storage of results in AHLTA, and (4) review by the referring
provider.
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Figure 4. Provider TelCon/CLR Review

6. The snapshots that follow include step-by-step views of the process that should serve to train
those (1) staff members in the RMC as well as (2) the providers rendering care within the MTF.
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