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The
“Lodge”
Under

Construction §

Protective Care Unit Construction

The Roseburg
Healthcare System
started construction
early in 2013 on

a new Protected

Care Unit (PCU)
Facility. Construction
on the new building

is approximately 65%
complete. The new
building is part of our
Community Living
Center (River House)
and is located adjacent
to the existing building.
The new home has
been named “The
Lodge.”

The new facility will
house 20 Veterans in
private bedrooms in
two separate houses.
The two houses are
connected by a secure
courtyard garden area,
a salon building and

a support building.
Each house contains
living, cooking, dining,
and recreation spaces
for both Veterans

and visiting family
members. Veterans
will have access to the
outdoor areas of the
courtyard garden. The
Lodge is designed to

align with the guiding
principles of patient
centered care and
will provide a home-
like environment for
Veterans during

their stay. The new
building will be certified
as LEED Silver,
therefore, making it
more environmentally

friendly. The project
completion is planned
for summer of 2014.

In addition, the
Roseburg Healthcare
System started
construction of the new
Dental Clinic in the fall
of 2012. Construction
on the new building

is approximately

90% complete. The
new Dental Clinic will
provide 10 state-of-the-
art treatment rooms, a

Dental Lab, and one
Dental Operatory. The
new building will be
certified as Two Green
Globes, also making it
more environmentally
friendly. The project
completion is planned
for winter of 2014.

More
Projects

Ground breaking began
in the winter of 2013 for
a new 16,000 square
foot Acute Psychiatric
Ward. The new facility
will house 14 Veterans
in private bedrooms.
The project site is
located to the north of
Building Two where the

current ward is located. The Acute Psychiatric
Ward is designed to the latest VA Design Guides
for Mental Health facilities, and will provide a
home-like environment for Veterans during their
stay. The project completion is planned for the
spring of 2015.

flccess Improved
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Veterans Way; the facility entrance off of

the Garden Valley Blvd., included extensive

Improvements to enhance access and safety
to the facility during 2013. Pictured above

18 the new widened road and sidewalk.

2013 marked a year of extensive improvements
for access to the Roseburg campus facility with
construction beginning in the early spring.

A new road extension was created to connect with
the road running along the west side of campus, and
the main facility entrance off of the Garden Valley
Boulevard was expanded and improved.

As part of the project to improve access, a new
sidewalk was created along the main entrance to
increase safety for pedestrians. The project was
completed in the fall of 2013, and includes turn lanes
for improved traffic flow, and new stop signs for
further safety enhancements.
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Audiology Now Available|
at Eugene Clinic

During 2013, an Audiologist was hired for the Eugene Community Based Outpatient Clinic (CBOC),
making Audiology services available locally for Veterans using the Eugene CBOC. By opening
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the Audiology Eugene clinic, we reduced the demand for Audiology services at the Roseburg . - =8
facility. Having this service in Eugene, we now provide more expedient access to Audiology service \ e
in Roseburg. We are in the process of hiring a Health Tech for hearing aid repairs, which will Laine Arvant, Audiologist
increase timely access for Veterans using hearing aids in the Eugene area even more. at the Eugene CBOC

During FY13, an Optimizing Value Improvement
Team (OVIT) was chartered to determine how
best to assist the Call Center team in providing
outstanding customer service to our Veterans, as

well as to meet assigned performance measures.
As a result several actions were taken, including m P '° ' e m e n ’

the addition of five
new staff. The most
recent employees
hired are in training
to gain experience
and refine their
skills.

Call Center Speed of Answer Target-Less Than 30 seconds
180

160
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Also, VISN 20 120

provided funding to
renovate the Call Center space. This allowed us
to add five more workstations, create an office for 80
the Call Center Supervisor, and improve working

100

conditions by providing a pleasant, ergonomic a0

environment. 0

Finally, a revised call tree was created and 20

implemented, so that patients would have a clearer 0

underSt_andmg of where t‘_’ call to get their needs Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec
met. This change streamlined the call tree and 2012 2013
allowed more calls to be routed directly to the The bar graph shows speed of answer in seconds. Note the significant
appropriate location, thereby reducing the number decrease in time to answer calls over the last 14 months! Roseburg has

of calls sent to the Call Center. averaged 24 seconds in answering calls for the month of December 2013.



Patient Aligned

Care Tecams (PACT)

Relocate

Throughout the whole healthcare system, the PACT teams
have been co-located so that the PACT team members are
situated next to each other. Each PACT team has two exam

rooms in order to improve patient flow.

We incorporated Telehealth services and women'’s clinics in
the PACT teams at all the Primary Care clinics. Each PACT
consists of a provider, registered nurse, licensed practical
nurse or health tech and a medical administrative support
person. Additionally, we have co-located specialty services
to improve the team atmosphere.

VA Roscburg on the National Register

Ambulatory Care Reporting Structure

improved for Efficiency

In Ambulatory Care the organizational structure has changed. We now

have in addition to an Associate Chief of Staff (ACOS), a Clinic Operations
Manager and Associate Chief Nurse Executive (ACNE) for Ambulatory Care.
These positions report directly to a leadership member. The ACOS has
responsibility for the clinical program direction and oversight of the providers.

We are currently recruiting for this position. The Clinic Operations Manager

is responsible for the physical plant and the clerks in Primary Care as well as
the telephone call center and specialty clinic clerks. The ACNE is responsible

for Ambulatory Care (primary and specialty care) nursing, lab staff at
the CBOCs, the HBPC program, Health Promotion Disease Prevention,

Telehealth, Home Telehealth, HIV/Hep C, organ donation, and transplant
services. There are also administrative supervisors, nurse managers and

group practice managers (MDs) that have responsibility for the day-to-day

operations at each of our Primary Care sites.

Praises to VARHS
Homeless Programs

VA Roseburg homeless staff were instrumental in the
opening of a cooperative drop-in site in Eugene, the
Hope Center. The Center had staff from four other
community providers in addition to VA, and provided
basic needs services including food, assessments
for transitional and permanent housing, job referrals,
miscellaneous community services and art and
recreation activities.

The Veteran’s Housing Project, a collaboration of private
and public efforts (including VA Roseburg Healthcare
System staff) in Eugene, Oregon, was one of four

case studies mentioned in the Journal of Defense
Communities, Volume 1l (2013) edition, related to
housing issues of returning OEF/OIF Veterans.

Networking.: VARHS held its annual Homeless Summit
at the Lane Community College campus on May 21,
2013. In attendance was the VARHS Director, the
Mayor and City Manager of Eugene and the Mayor

of Springfield, Oregon. The summit provided an
opportunity for area businesses and services to learn
about the opportunities VA provides for homeless
programs.

Vouchers: We had 280 HUD/VASH Section 8 vouchers
which were available to house homeless Veterans in six
counties during 2013. Sixty additional vouchers were
recently added which provides us 340 for 2014. The
additional vouchers are targeted to expand inventories
in Douglas, Linn-Benton, and Lane Counties.

Coming in FY14:VARHS was provided funding for
new enhancement positions which are now under local
review prior to posting.

National Register:

A portion of the VA Roseburg Healthcare
System’s Roseburg campus buildings
were formally listed on the National
Register of Historic Places. The
nomination was sponsored by the US
Veterans Administration as part of a
national effort to recognize the history of
the agency.

Originally designed as a general
medical hospital, the facility includes a
rich history of expansion, growth and
change to better serve our nations
heroes. The roots and beginnings of the
now 80 year-old facilities started as the
Oregon State Soldiers’ Home:

The history of the Veterans
Administration Medical Center is
grounded in the Oregon State Soldiers’
Home established in 1893 and turned
over to the National Soldiers’ Home
Bureau in 1933.

The Oregon State Soldiers’ Home
was created by act of the legislature in
1893 “to provide a home for honorably
discharged soldiers, sailors & marines
who had served in any of the wars in
which the United States was engaged,
or who served in the Indian Wars of
Oregon, Washington or Idaho, provided
they were or might become citizens of
Oregon.” Funds were appropriated as
follows: building, $8,000; land, $4,000;
furnishings and improvements, $3,000;
maintenance, $12,000 annually.

For us, the original main hospital
building, the five-story brick structure
with the magnificent commanding white

pillars at the front entry is still seen
today, just as it was in 1933.

Subsequent buildings followed the
same design pattern and were built
adjacent to the location of The Oregon
State Soldiers’ Home.

Having maintained the integrity of the
brick structures since then, and with the
history of The Soldiers’ Home, the VA
Roseburg was considered and finally
formally entered into The Register of
Historic Places in late 2012.
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Improving Quality of life for
Veteran Patients with Diabetes

Optimizing Value
Improvement Team (OVIT):
Nutrition — PACT Women'’s
and Men’s Diabetes Shared

Medical Group Appointments
(SMA) Clinic

Working diligently to maximize
performance metrics, Nutrition & Food
Service decided we could impact
measures by improving access using
Telehealth in the Patient Centered
Care (PCC) Model by creating
Nutrition PACT Diabetes Teamlets
through Shared Medical Group
Appointment (SMA) Clinics.

Data indicated out of 5,893 Veterans
with diabetes, over 25% of our
enrolled Veteran population, VARHS
had 1141 Veterans, (men 1107,
women 34) with serum hemoglobin
Alc’s greater than 8%. An Alc

over 8% means a greater risk of
complications are associated with
diabetes, i.e., heart disease, dialysis,
blindness, amputations, stroke, heart
attack, neuropathy, and hypertension,
all of which can equate to a poorer
quality of life. These complications
also lead to a higher cost for VARHS.

Ultimately, we initiated a Nutrition -
PACT Diabetes Women’s SMA Clinic
to increase access to Veterans which
improves their care. By reaching
groups of high risk patients with
elevated serum Alc, we decreased
complications of diabetes and
improved quality of life and at the
same time, decreased costs.

We implemented a new interactive
intervention of self-management &
care via the Diabetes Conversation
Maps. This fun and innovative method
Is more satisfying for Veterans and
staff because it allows the Veteran

to ‘process’ the information easily,
and coupled with immediate diabetes
medication management, brings
successful results.

OVIT data has demonstrated PCC,
efficiency, effective, successful
results that support evidenced-based
medicine put into practice with these
SMA’s. We plan to increase access
to groups of rural Veterans with the
use of our Rural Health Grant funds
through V-Tel and Telehealth.

The Cost Savings is $108,100, (to
date) and improved quality of life for
our Veterans — Priceless!

Volunteers Heighten Service

Each year, VARHS and the
Voluntary Service host the
National Salute to Veteran
Patients. Volunteers are a key
component in making the event a
success. This year volunteers and
staff toured the hospital, providing
gifts for all Veterans within our
walls and a carnival for patients
took place later in the day.
VARHS loves our volunteers and
recognizes their instrumental role
in helping us improve the lives of
our Veteran patients.

| Yolunteers:
| 438

\

\ Donations: |8
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LS ﬁ" !f‘:x;..-.y

=/

VA Provides land
and Dollars for
Homeless Houring

Eagle Landing Housing
for Veterans

The project began

back in 2008, when an
opportunity for UCAN and
NeighborWorks Umpqua
came about to create a
housing development
designed to serve
homeless, or at risk of
homelessness Veterans.
Subsequently, an
enhanced use lease was
completed by VA for the
acreage needed to build
the housing development
on VA Roseburg grounds,
and VA provided $1 mil
toward the building of the
structures.

2013 marked the long
awaited opening of the

facility, which, by the
formal Ribbon Cutting
day, all of the 54 units

at Eagle Landing were
taken. Some of the

units were designed for
Veterans with families and
included three bedrooms,
while others offered one
bedroom apartment style
housing.

The development
supports Secretary of
Veterans Affairs, Eric
Shinseki’'s goal to end
homelessness among
Veterans, and the facility
is a wonderful addition in
support of that goal. The
facility is beautiful inside
and out, and our Veterans
have a home they can be
proud of.

Oregon Senator Jeft Merkley, center, along with
VA leadership and area dignitaries holding up a
pieces of the cut ribbon at the formal ceremony
commemorating the opening of the new facility.

My Healthcvet..You're In!

The VA Roseburg
MyHealthevet
coordinator
announced that
VARHS registered
1,218 Veterans in
2013 alone, and

32 percent of those
Veterans have opted
in to include Secure
Messaging!

7/?:.-*{ health vet

/4 s Personal Health Record

Access Health Resources
Track Your Health

Refill VA Prescriptions
Register Today!

www,myhealth.va.gov



Telehecalth:

Rosecburg a lead in
Expanding Programs

Expansion of
Virtual Care
n 2013 —
Telehealth

Performance Measures

Fiscal Year 2013 was a wonderful
year for the use of Telehealth at
VA Roseburg Healthcare System
(VARHS) and was expected to
achieve a goal of 30% use of
Virtual Care. VARHS exceeded
the measure to end the year at
42.88%! Telehealth allowed for
direct patient care while reducing
patient travel to see a provider at
another VA site, with a savings of
more than 500,000 miles.

Virtual Care targets for 2014 are
set at 30% for all Virtual Care
and 16% for Telehealth Use (all
Telehealth modalities combined).
VARHS is at 34.94% for Virtual
Care and is expected to meet
the 16% at the end of FY14, with
current use at 4.09%. Telehealth
employees are on target for
achieving even more in service to
our Veterans and providing care
closer to home!

Clinical Video Telehealth added
several new clinics including
in the patient’'s home, Primary

Care, seizure, multiple sclerosis,
genomic testing with Salt

Lake City, TeleAudiology, and
Introduction Clinic. Endocrinology,
Post OP, and Speech Pathology
have expanded to White City
CBOCs. TeleMental Health clinics
have expanded dramatically.
Mental Health Clinics were held in
every CBOC and Outreach Clinic,
with at least 30 clinics per week
conducted. Smoking Cessation
will begin in FY 2014 with a pilot
program at two sites in the nation,
VA Roseburg Healthcare System
and North Bend CBOC.

For the year, 2500
diabetic patients were
screened and imaged
for retinopathy and
750 patients with
dermatology issues
were imaged with
many skin lesions
diagnosed and treated
to avert skin cancer.
By the end of FY13,
the Home Telehealth
Program met the
measures for number
of unique patients
being treated and the
TeleMove measure.
Home Telehealth
collaborated with

the PACT RN Care
Managers for a couple
of the Roseburg panels
to enable the PACT

RNs to case manage a few of their
highest risk patients. The program will
expand to the coast in FY14.

Major Milestones

Master Preceptors - Steve Blas,
Andree Pacheco, and Debra Tennis
have all completed and graduated
from National Certification programs.
Steve has graduated as a Master
Preceptor in the Clinical Video
Telehealth program and Debra Tennis
and Andree Pacheco have graduated
as Master Preceptors for the
TeleRetinopathy program. This allows
them to teach and certify other staff to
be tele-presenters and to perform Tele-
Retinopathy imaging, respectively.

Rural Health Funding - VARHS has

been awarded several grants including
TeleAudiology, Women'’s Health, and
Smoking Cessation. Rural Health
funding was awarded to the Home

Telehealth program to increase the
staffing by 50% and plans to introduce
new disease management protocols
within Mental Health, specifically
depression and post-traumatic stress
disorder.

Patient Satisfaction - TeleMental
Health patients report 95%
satisfaction. TeleMental Health
providers report that patients feel,
“very good about being in a non-
threatening atmosphere and feel
better about opening up about their
feelings.” TeleDevice clinic patients
like the fact that they “see world class
specialists without having to travel
long distances to see them,” and Tele-
Retinal patients are happy to get eye
screening that does not require them
to use eye drops that prevents them
from driving. Home Telehealth patients
are reporting 91% satisfaction with
their care.

Better Access to VARHS
Primary Care

At the beginning of Fiscal year 2013, we
had an average of 470 patients waiting
more than 14 days for a Primary Care
appointment. By the fourth quarter of
2013, that average had dropped to 259.
The electronic wait list for new patients
significantly decreased throughout the
year. In June 2013, we had 316 patients
waiting on the electronic wait list and

by October 2013, we had it down to

131 patients who were waiting for an

appointment.

We've ensured that all Primary Care
providers have 32 hours of direct patient
care and eight hours of administrative
time each week. We redistributed
existing patient panels to develop
equitable panel sizes for all providers.
Additionally, we contacted women
Veterans to offer Primary Care with
Women'’s Health providers at all sites to
improve continuity of care. Twenty seven
kiosks were successfully implemented
throughout the VARHS and they have
greatly decreased the amount of time it

takes Veterans to check in.




yeterans Cerved:
26,743

Topatient Adits:
1538
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YA Roseburg Extends

Houts of Service

VA Roseburg Healthcare System implemented extended clinic hours for Primary Care
and Mental Health appointments on the Roseburg campus during FY 2013, with great
success. Surveys were conducted among our Veterans to conclude the optimum hours
of service to offer to best fit their needs. Once the results of the survey were compiled,
VA Roseburg implemented the most popular hours. The goal was to improve access for
services on the Roseburg campus.

For Primary Care each PACT team rotates once every nine weeks to provide Primary
Care appointments outside of the normal 8:00 a.m.- 4:30 p.m. business hours. The
extended hours for primary care at the Roseburg campus are Tuesdays, 4:30-6:30 p.m.,
Wednesday - Friday from 7:00-8:00 a.m., and Saturday from 8:00 a.m.-12:00 p.m.

The extended hour times have been consistently well utilized, and our Veterans
appreciate the added convenience in accommodating their varied schedules.

flccreditation
Complete

VA Roseburg Healthcare System underwent a number of
surveys in 2013, with very positive results:

The Joint Commission (TJC) performed its triennial
unannounced survey of the Hospital, Behavioral Health,
Long Term Care, and Home Care programs during the
week of 2/25-3/1/13. The survey process went smoaothly,
and the surveyors had many positive comments regarding
VARHS and the dedicated staff who serve the nation’s
Veterans. We received 3-year-accreditation for all four
programs.

The Long-Term Care Institute (LTCI) performed its
annual unannounced survey of the Community Living
Center (River House and Lodge) in October. One of

the surveyors said this was “one of the best facilities”

that she had visited, and that she has surveyed many

VA Community Living Centers. The surveyors noted a
number of strong practices.

Commission for Accreditation of Rehabilitation
Facilities (CARF) surveyors performed a triennial

survey in December. They surveyed our Mental Health
Residential Rehabilitation Program, as well as the
Homeless and Vocational Rehabilitation Programs. For
these surveys, they visited the Behavioral Health Recovery
and Reintegration Services (BHRRS) site, as well as

the Roseburg site. The surveyors identified a number of
program strengths. Although the official report has not
yet been received, we anticipate a 3-year accreditation for
both of the surveyed programs.

Examples of strong practices identified by surveyors
include (but are not limited to) the following:

e Positive Veteran accounts of the care they receive

e Caring staff members who are familiar with the Veterans
and their needs

e Evident team work and communication
e Great housekeeping

e Progress toward cultural change, and a homelike
environment in the Community Living Centers

e Provision of innovative and person-centered services
e Collaboration with community agencies

e Strategic planning and teamwork

e A strong environment of care program

 lIdentification of access barriers, and actions taken to
improve access

e Use of evidence-based tools

Ilnen Programs Grow

by leaps and bounds

This year, as the Employee Wellness
Coordinator, Tammy Kinney created
the Employee Wellness Calendar and
added Walking Wednesday, Yoga,
Qigong as program options. She led
the Creative Balance, MOVEmployee,
Be Tobacco Free pilot programs for
Roseburg VA Healthcare System
employees. As a result of leading
these three pilot programs, Ms.
Kinney earned $12,000.00 in grant
money for the Employee Wellness
program and was able to purchase the
three new pieces of fitness equipment
for the Veteran/Employee Fitness
Center and employee wellness
educational materials.

Kinney organized the VA2K national
event at the Roseburg campus, and
Eugene, North Bend, Brookings
CBOCs with a total of 211 participants

which raised a total of $2,445 in
contributions.

Also developed was the Employee
Self Care Break program and now
provides each department with the
opportunity to receive a five minute
personal demonstration of a Chair
Pilates and Stress Management
routine. As the Employee Wellness
Representative and Employee
Health Coach for the Wellness Is
Now Program, Kinney reviews the
Health Risk Assessment results with
employees and provides incentive
items when health benchmark goals
are reached.

She has also collaborated with
the OI&T department to create the
Employee Wellness Link which
provides employees with current
Employee Wellness activities.

More Fans
for VA
Roseburg

VA Roseburg continues to enhance
communication with our Facebook
presence. More than 400 fans joined our
Facebook page this year which means our
fan base is near 600! VARHS is dedicated
to providing updates, current events and
service information at:

www.facebook.com/vaRoseburg



Numerous Contributions provided by

VARHS Women Veteran Program
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Women Veterans were encouraged to create posters for display at the Women
Veteran, Women Health event hosted by the VARHS Women Veterans Program.

It has been the goal of the Women
Veterans Health Program (WVHP) to
enhance women'’s health care and

the VA experience in all aspects.
Women are one of the fastest growing
populations within VA, and VARHS has
made significant contributions in the last
several years. This year was another
productive year in enhancing services.
In an effort to support their needs
throughout the Roseburg Hospital, the
Women'’s Health Program team has
provided, through funding, a wide variety
of products and services that are not
only positive for our women Veterans,
but are a benefit to all Veterans using
the VA Roseburg system.

-To heighten
Hospice Care, we
purchased family
beds, recliners,
blanket warmers,
music, room
decorations, and
provided educational
materials.

-Lab equipment
was purchased for
Point of Care (POC)
testing; which helps
to expedite results
for our Veterans.

-A Mammography coordinator was
implemented, who, after we purchased
scanners for the coordinator and
Radiology service, are now able to
scan results of mammograms. These
scanners allow for our Veterans to
receive very timely notification of the
results from their provider.

-Acute Psychiatry environment
improvements included new furniture
for the provider’s waiting room, the
3P Acute Psych. lobby and family
visiting room. Murals on the walls
were added to create a warm and
inviting atmosphere. We also added
educational materials for Veterans.

-A large blanket warmer was purchased
in addition to procuring hospital gowns/
pajamas for men and women for use in
the Emergency Department.

WWII Veteran, Lois Cutlip, pictured
near her poster at the Women Veteran,
Women History event at the VA
Roseburg Auditorium.

-We implemented the National WVHP
Policy and new Maternity Care Policy
and named a Maternity Coordinator

at our facility. The Blue Clinic now
includes a women’s health RN and has
a lactation program for mothers-to-be
that wish to nurse. All of our WVHP
providers have attended professional
education through a Mini-Residency and
all nurses were trained in Women as

a Special Population using the nurses
mandatory training day venue.

-WVHP established a cadre of Women
Veterans Liaisons as advocates in each
clinical area. Various female employees
were chosen throughout the facility
to act as advocates for the women

7/ Veterans seeking

4 service in different

areas of the
hospital.

-We hosted
events which
greatly enhanced
communication
between women
Veterans. The
Women'’s History
month event
included area
women Veterans
creating posters of their time in the
Military and showcased their current
interests, jobs and families. The event
was a huge success with more than
200 in attendance. Community service
representatives, along with VA Roseburg
staff, provided information for services
available to women Veterans.

-Promotions were implemented to raise
awareness such as a Breast Cancer
Awareness campaign, and Heart Health
Month. A variety of art classes at the
Umpqua Valley Art Center took place
throughout the year for women Veterans
with positive results.

she
wore
these.
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Through funds authorized by the Office of Rural
Health (ORH), Roseburg VA Healthcare System
became a pilot site for a program titled Veteran
Cycling for Health & Wellness. Fifty Veterans
were targeted to launch the program in 2013, with
expectations to expand capacity as funding allows.

Named VA Roseburg B-cycle, a bike sharing
system for Veterans to use as a transportation
option for short
trips, exercise,
and reduction of
carbon emissions
was implemented
with two stations
strategically
located on the

VA Roseburg
campus. A total
of 16 bikes were
included in the
pilot program and
are available for
Veterans to check
out once they
have registered
into the system.
These bikes
include a small
basket on the
front and reatr,
safety lights stay
on continually
when ridden, three
gears, adjustable
seats, and built-in
locks.

1 Calories Burneg
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B-cycle bikes include zero emissions, and a
wonderful way for Veterans to get exercise and
encourage health and wellness. The integration

of hardware and software in the system allows for
tracking for Veteran members. The system collects
data such as distance, duration, calories burned
and carbon offset which is uploaded to members
personal web pages at Bcycle.com.

The official launch of the bike share program took
place in July and the success of the program is
evident. Since the formal ribbon cutting, 430 bikes
have been checked out and the average ride

time is 77 minutes. The bikes are available year
‘round, encourage health and wellness, provide

an opportunity to engage in an environmentally
conscious activity by reducing emissions, all at the
same time enjoying the beautiful scenery of our
area.




VARHS Hosts Open House for Veterans

Veterans and their families were welcomed to an
Open House displaying all services available at
VARHS. Staff provided one-on-one assistance in
answering questions and providing informational
materials for services offered at the VA and
throughout the community for Veterans.

VARHS Honors forme POW’s
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Oregon’s Former POW's were honored with a special
luncheon that included the Director’s dedication of
a plaque and POW banner. A new tree was planted
1n recognition of their service and sacrifice to our
country with plans in place to prominently display
the items at the entrance to the VARHS campus.

flags fly in Honor at YARHS
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With assistance from local Veteran Service
Organizations and volunteers, about 300 Memorial
Flags are displayed through the VARHS campus on
SIX recognition days each year.
VARHS Employcers Diverse Creativity
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Patient Centered Care
A YARHS Priority

The VA Roseburg Healthcare
System (VARHS) was one of the
first in VA to partner with the Office
of Patient Centered Care in 2012 to
improve the experience and practice
of healthcare for our Veterans and
efforts continue today to improve
the Veteran experience at all
VARHS sites. We are committed

to Patient Centered Care (PCC)
principles which include high quality,
personalized, proactive healthcare
to all Veterans we serve, and have
been actively engaged since the
implementation of the program.

Part of PCC involves additional
training for employees in PCC
philosophy, to learn and practice
PCC principles that are designed
to further enhance their customer
service skills and communication.
To date, more than 350 staff have
participated in staff engagement
session training in addition to the
Patient Aligned Care Team (PACT)
trainings that also teach PCC
principles and practices.

To further personalize care to our
Veterans who have been admitted
to community facilities, a member
of the Roseburg Flow Team meets
with them and/or their family
members to transition them back
into VA healthcare. These staff
facilitate pharmacy, diagnostic/
therapeutic, and follow up services
for Veterans in need of additional
care upon discharge or transfer from
community facilities.

To improve access opportunities

for our Veterans, VARHS initiated
innovative programs to increase
Veteran-Provider communication
through Secure Messaging.
Veterans are routinely introduced to
this method of communication during
an Introduction Clinic or during a visit
to the Medical Center. Volunteers
have been trained to assist Veterans
with in-person authentication and
opting into the service.

In addition, the following activities
have been designed to engage and
educate Veterans, staff, and the
public on VA services and the PCC
model:

e Walkabouts by leadership
and managers through all
departments

e Improved signage and
furnishings to enhance
environment

e PCC training to spread the
culture and model

e Developing Clinical Champion
teams

e Changes in food menus
to allow more choice and
engage Veterans in their diet

e Internet site has links to
MyHealtheVet (MHV),
Facebook, Secure Messaging
(SM) and encouraged use of
SM and MHV, which appeals
to the younger generation

e Initiated PACT coaching to
ensure a consistent message

VARHS Welcome Home Picnic Draws
Huge Crowd at Stewart Park

Veterans of all eras, and their family members, (including their pets) were
welcomed home by the VARHS OEF/OIF/OND team at Stewart Park this
summer. With more than 300 in attendance, the live music, great food,

games, Mutt Strut and educational

materials were a smashing success.

Community assistance groups also

joined the effort and provided information
about services and assistance available
to Veterans throughout the counties we ,
i »
serve. The Welcome Home event was just g
one of the more than 30 outreach events
hosted by the OEF/OIF team this past

year.

CFC Campaign §§ Catapult

Due to the generosity of VARHS staff
and the excellent promotions for the
2013 Combined Federal Campaign
(CFC), $17,606.43 was raised this year,
which is an increase over the last three
years.

CFC is known to be the most inclusive

Employees filled the VARHS Auditorium with a Workplac.e. giving campaign in the world,
beautitul display of their creative efforts during the and charities supported through CFC
annual Show Your Stuftf Employee Art Show and the range from nascent community groups

public and staff voted for their favorite display. to large, well-known charities.



