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The TRICARE Management Activity has authorized the following addition(s)/revision(s). 

CHANGE TITLE: CALL CENTER MONITORING 

CON REO: 15375 

PAGE CHANGECSl: See page 2. 

SUMMARY OF CHANGE(Sl: This change revises the TRICARE Operations Manual (TOM) by moving 
and expanding existing language to better clarify the Government's desire to have remote, on-site call 
mon itoring capability to assess call quality and contractor performance. It clarif ies the need for the 
Managed Care Support Contractor (MCSC) to provide government representatives the means to be 
able to remotely access calls w ithin the contractors call center. 

EFFECTIVE DATE: Upon direction of the Contracting Officer. 

IMPLEMENTATION DATE: Upon direction of the Contracting Officer. 

ATTACHMENT(S): 
DISTRIBUTION: 

4 PAGES 
6010.56-M 

Digitally signed by 
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John L. Arendale 
Director, Operations Division 

WHEN PRESCRIBED ACTION HAS BEEN TAKEN, FILE THIS TRANSMITTAL WITH BASIC DOCUMENT. 
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