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MRSA Kick Off at Madison-The Four Elvi Drew a Crowd

L to R: Jeff Root on guitar, Medical Media; John Rohrer, Managed Care Director; Deborah Thompson, Director; Becky Kordahl,
Assaociate Director for Nursing; and Dr. Alan Bridges, Chief of Staff

Approximately 600 employees and patients attended the Methicillin-Resistant Staphylococcus Aureus (MRSA) Initiative
Kick Off. The kick off included educational sessions for staff and patients featuring educational videos, a personal
testimony on MRSA and how it affects quality of life, and fun games to teach good hand hygiene, all highlighted by vocals
provided by ‘The Four Elvi' (members of hospital management in support of the initiative). = There were educational
displays (see below) featuring all components of the MRSA Bundle. New laboratory technology, which provides MRSA
results in hours, enables staff to initiate contact precautions immediately. Active surveillance screening had been
implemented in the critical care areas earlier this year, while screening on the remaining medical/surgical units began
October 1%,
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Network News

Hines

Moving Toward Smoke-Free Campus

Hines is planning to move to a smoke free campus in the
near future. Beginning January 1, 2008, a new smoking
policy will be implemented. The new policy will include a
reduced number of designated smoking areas as well as
increased enforcement of the smoking regulations.
Hines cares about everyone who comes on the campus,
allowing smoking on the campus is inconsistent with the
facility’s commitment to the good health and well being
of all patients and staff.

To assist employees in quitting smoking, the facility will
be offering free smoking cessation classes on campus
beginning in January, as well as access to anti-smoking
prescriptions through Employee Health. To further assist
employees in improving their overall health by quitting
smoking, Hines is also sponsoring a NON-SMOKING
buddy program at the facility. Through this program,
employees who have successfully quit smoking are
encouraged to sign up to mentor/assist another
employee who is attempting to quit. “We are committed
to the health of all our patients and staff,” said Nathan L.
Geraths, Director. “Our plan is to provide all our
employees and veteran patients with the tools to assist
them in quitting smoking and becoming a completely
smoke-free campus not too far in the future.” To help
raise awareness about smoking cessation, Hines
participated in the annual Great American Smokeout, a
national initiative, designed to encourage smokers to quit
for a day in hopes that some will quit for a lifetime.

Combined Federal Campaign Kickoff

Hines kicked off this year's Combined Federal Campaign
with a kick off rally in the hospital auditorium on
November 6, 2007. Employees had the opportunity to
visit various charities and organizations who participated
in the rally to learn more about their cause. This years’
goal is $ 107,583.24.

Iron Mountain

Employees Assist in Delivering
Thanksgiving Meals

EEO/Diversity Committee sponsor drivers each year to

deliver meals. Local
community, hospital
staff, and volunteers
cook meals in their
hospital kitchen on
Thanksgiving Day for
community members
unable to leave their
home or are alone
Judy Sielaff, Education

for
Coordinator and Robert Whitings, Insurance Verification,
packing up for the next delivery.

the holiday. Above,

VA Supports Community Efforts through
Adopt-A-Family

The Adopt-A-Family program has been very popular with
employees of the VA Medical Center along with visitors,
patients and volunteers for the past 12 years. The
program is coordinated by the medical center's EEO/
diversity committee, providing for local families
experiencing hardships due to iliness, financial struggles
etc. Nearly 100 local families have received help
through generous donations since the program began in
1996. Snowmen families and a Holiday tree are
decorated with tags listing items of need for the families
and displayed throughout the medical center.
Contributors choose a tag from the displays and donate
gifts which are then collected and delivered before the
holidays.

Below from left-Angela Finley, Adopt-A-Family Coordinator,
Rita Rosen and Sharon Lies, assisting with the project.
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Jesse Brown

VAMC Prepares to Open New Inpatient
Addition

Construction of the new Inpatient Bed Tower at Jesse
Brown VAMC is almost complete and the medical center
has established an activation plan to move into the new
facility within the first three months of 2008.

The 200-bed addition will house all inpatient beds, seven
operating rooms, a cystology room, intensive care units,
inpatient dialysis, SPD, outpatient surgical center and a
chapel. The seven-floor, 223,000 square foot facility was
funded under the Capital Asset Realignment for
Enhanced Services (CARES) Decision Document.

The building was designed by two of the premier
architectural and design firms in the world — Skidmore,
Owings & Merrill and Ellerbe Beckett — and used input
from 17 separate user groups comprised of VA staff that
worked with the architectural firms for over a year to
design a building that best met the needs of staff and
patients. Walsh Construction Company received the
contact to build the addition.

The bed tower is connected to the existing hospital
building, where ancillary and diagnostic services will
remain. Many of these services, including Radiology,
Laboratory, Nutrition & Food and Emergency Services,
were also modernized under CARES.

A dedication ceremony for the Bed Tower will be
planned for early spring in 2008.

New Home for Lakeside Community
Based Outpatient Clinic (CBOC)

Jesse Brown VAMC's Lakeside CBOC has relocated to
the 12" floor of 211 E. Ontario Street in Chicago, less
than two blocks from its previous location. The 9,500
square foot clinic, which began serving patients on
December 10, includes three primary care “panels”, each
of which can accommodate up to 1,500 patients. The
clinic also offers mental health counseling and pharmacy
consultations.

Complimentary parking for patients is available at 333 E.
Erie — the same parking garage used by veterans for
years that is located across the street from the former
Lakeside site.

Under the Capital Asset Realignment for Enhanced
Services (CARES) plan, VA sold the original Lakeside
property to Northwestern Memorial Hospital in 2005 and
had been leasing the building back for the last two years
until it could locate suitable space for a replacement
clinic.

'[he move to

the
m '_.' AT

new CBOC at 211 E. Ontario fulfills the
4 CARES promise to
keep a VA clinic in the
downtown  Chicago

area.

Pictured left, Lakeside
CBOC Director, Dr.
Apolonio, waits inside
one of the new
examination rooms.

A view of the former
Lakeside building is
seen out the window
behind her.
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Service Fair Informs Vets of Wide Array
of Programs Available

Jesse Brown VAMC's first annual Veteran Service Fair
on October 17 was a huge success, with participation by
over 800 veterans, family members and staff.

Every medical center service-both clinical and
administrative — set up interactive displays to inform
veterans of the VA programs and services available to
them. The Veterans Benefits Administration and lllinois
Department of Veterans Affairs also participated.

Veterans who attended the Service Fair received a card
that was punched at every display they visited. They
received a prize if they visited each of the 39 displays at
the fair. Free flu shots, blood pressure, glucose and
cholesterol screenings were available for veterans and
door prizes, including bottled water, granola bars, hats,
bags, keychains, pens and magnets, were distributed.
Raffle drawings were also held every 30 minutes.

“The event exceeded everyone's expectations. The
interaction between the enthusiastic staff and patients
and their families was incredible. This is what this is all
about,” said Levi Laroco, RN, chair of the patient health
education committee, who sponsored the event.

Including all clinical and non-clinical services made it a
unique experience. Not only did it make the veterans
more aware of the programs and services offered at
Jesse Brown VAMC, but it also raised awareness among
employees and helped to re-affirm their commitment to
the veterans they serve. Veterans truly enjoyed
speaking and asking questions to the medical teams and
other staff. At the end of the day, 180 flu shots were
given, 160 cholesterol screenings were provided and
150 blood pressure and glucose screenings were
assessed.

Right, Neurology
Service was among
the 39 programs/
services on display at
the center’s 1st
annual Veterans
Service Fair

Latest Technology in Safe Patient
Movement

The latest technology in
safe patient movement
is now available at the
Jesse Brown VAMC.
The new bed tower,
scheduled to open in
early 2008, will include
many inpatient units that
will be 75% ceiling lifted
and an ICU with 100%
lifts. Benefits of lifting
equipment include a
decrease in staff and patient injury, more comfortable
transfers for patients, improved utilization of staffing and
improved staff morale. Lifting and transfer equipment
can be used in almost every patient care area including
Radiology, Rehab, and Surgery.

Pictured above, JBVAMC Medical Center Director
James S. Jones demonstrates use of the new patient lift
that will be featured in the medical center's new patient
bed tower. Standing by are Maurice Miller, RN (left), and
Anne Maclin, LPN.

Family Friendly Environment

With the growing number of young veterans being
served at JBVAMC — many of whom have children — the
medical center is installing baby changing stations in
many of its rest rooms. Above, staff examine a station
recently installed in a rest room in the Admitting area.
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JBVAMC Welcomes Director of the
lllinois Department of Veterans Affairs

L. Tammy Duckworth pays a visit to the Jesse Brown
VAMC on November 19th. She met with the medical

center's OIF/OEF team and toured its new inpatient bed
tower.

Jesse Brow
welcomes the lllinois Department of Veterans Affairs Director
with a handshake.

VAMC Medical Center Director James S. Jones

Madison
Employee/Volunteer Picnic

Over 1,200 employees and volunteers enjoyed a picnic
lunch on October 17th. Traditional picnic fare of brats,
hot dogs, baked beans, potato salad, potato chips,
sodas, and ice cream bars were served. The Veterans
Canteen Service Promotional Funds were primarily
utilized to sponsor the picnic.  Hospital management
and supervisors handled the food serving honors for all
three shifts.

Kids Center Earns National
Accreditation

The VA Kids Center located at the VAH, Madison is one
of the first early childhood programs to earn accreditation
from the National Association for the Education of Young
Children (NAEYC), the nation’s leading organization of
early childhood professionals.

“We're proud to have earned the mark of quality from
NAEYC, and to be recognized for our commitment to
reaching the highest professional standards,” said Cindy
Hogan, Executive Director of the VA Kids Center.
“NAEYC Accreditation lets families in our community
know that children in our program are getting the best
care and early learning experiences possible.” VA Kids
Center is a non-profit family centered early care and
education center that provides services to staff of the
Veterans Hospital as well as the community.

To earn NAEYC Accreditation in the new system, the VA
Kids Center went through an extensive self-study
process, measuring the program and its services against
the ten new NAEYC Early Childhood Program Standards
and more than 400 related Accreditation Criteria. “The
new NAEYC Accreditation system raises the bar for
preschools, child care centers and other early childhood
programs,” said Mark Ginsberg, Ph.D., executive director
of NAEYC. “VA Kids Center's NAEYC Accreditation is a
sign that they are a leader in a national effort to invest in
high-quality early childhood education, and to help give
all children a better start.”

The NAEYC Accreditation System has set voluntary
professional standards for programs for young children
since 1985. As of September 2006, the Association’s
revised program standards and criteria have introduced
a new level of quality, accountability, and service for
parents and children in child care programs. The new
standards reflect the latest research and best practices
in early childhood education and development. NAEYC
is committed to utilizing the newest studies and analysis
on positive child outcomes to ensure young children
continue receiving the highest-quality care and education
possible.
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Unique Toys for Tots Involvement

From left-Allen Ackers, Associate Director; Patty Seiler, Chief,

Canteen Service; and Deborah A. Thompson, Director

For the second year, the VAH Madison Veterans
Canteen Service conducted a special one-day sales
event on December 5" in support of needy children in
the community. Toys purchased for the project in the
Canteen Store that day received a 20 percent discount
and were left with the store for donation to the U.S.
Marine Corps Reserve Toys for Tots Campaign.

The mission of the campaign was to collect new,
unwrapped toys for distribution by the U.S. Marine Corps
Reserve as Christmas gifts. The primary goal of the
Toys for Tots Campaign is to deliver a shiny new toy as
a message of hope for needy youngsters that will help
motivate them to grow into responsible, productive,
patriotic citizens.

Participation in the project was outstanding with 115 toys
being purchased for a total of over $1,100. The
individual toys varied in price from $1.49 to $84.99. This
event was created by Patty Seiler, Chief, Canteen
Service, and appears to be unique to the VA.

Milwaukee

Remembering 2007 Wheelchair Games

From left-Marcia McKenzie, Brian Walker, James
Roseborough, Dean Martell and Dr. Kenneth Lee

The Co-chairs and coordinators from the 2007 National
Veterans Wheelchair Games held in Milwaukee this past
summer presented the Network Director, James W.
Roseborough, with mementos from the event.

From coordinating block parties where over 2,000
athletes/families and volunteers attended, to the
management of the transportation and communications
system, numerous presentations to groups throughout
the Milwaukee area, to innovative fund raising
processes, this group of coordinators, and members of
the Local Organizing Committee, had the most
successful financial and in-kind support from a hosting
site. The Medical Center and VAVS staff recruited the
greatest number of volunteers in the 26 year history of
the Games.

HFMA announces scholarship program
to eligible Wisconsin students

The Wisconsin chapter of the Healthcare Financial
Management Association (HFMA) recently announced a
new college scholarship program. One of the program's
purposes is to encourage students to consider
healthcare finance as a field.

Two $2,000 scholarships will be awarded, as well as
student memberships in HFMA. The first round of
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applications is due in May of 2008 and announced at the
annual meeting. Funds will be awarded when the student
registers for the next semester.

The program is designed for students in their junior year
of college, who have achieved a B or better average in
the semester immediately preceding the application. The
applicant must be the child of someone who has worked
in a Wisconsin healthcare institution for at least one
year, or have themselves worked in a Wisconsin
healthcare institution for at least one year prior to
attending school. Curriculum is such that the student will
graduate with an accounting, business, economics,
public health or related degree.

Full details about this program will be posted on HFMA
Wisconsin's website www.hfmawi.com or by calling Tim
Longden, compliance officer at the Milwaukee VA
Medical Center, (414) 384-2000, extension 41021 or
timothy.longden@va.gov.

It's atouchdown!

The patients at the
Milwaukee VA Medical
Center may not be in
the stands cheering,
but are certainly in the
mood thanks to
dietetic intern Michelle
McGurn. Ms. McGurn
spent eight weeks in
g 0 an administrative
) ?ﬂhﬂw rotation at the Medical
h\_ Center  from her
studies at nearby
Mount Mary College. As part of her experience, she
developed a theme meal which involved menu
development, food ordering, marketing and overseeing
tray assembly and delivery. The patients received a
special tailgate meal on Monday night as the Green Bay
Packers played the Denver Broncos. Her creative menu
read: Half Back Hot Dog with bun and condiments;
“Lambow!” Chili with Cheese Head garnish; Green and
Gold gelatin salad; Touchdown pretzels and a
Quarterback cookie all kicked off with Icy “Root” beer.

P——

Always a teacher

In his new role, as Milwaukee’s
medical center director for only
a few weeks, Robert H. Beller,
was on campus as a guest
lecturer for Health Care
Administration 102, Healthcare
Delivery in the U.S. The
course, taught at the University
of Wisconsin-Milwaukee by M.
Scott Stegall, MHSA, PhD., is
an introductory course for
several majors that overviews
everything from history of
medicine in the U.S. to different
types of providers, financing and health policy. Mr. Beller
shared with the students some of the life experiences of
his thirty plus years in the VA as well as VA history.
When asked what he liked best about his job, he replied,
“...the ability to really make a difference in someone’s
life.” He pointed to his philosophy; “I try to make a
difference in one person’s life every day.” He was asked
to return to give more lectures to future classes.

It turns on a dime

And even better is the gas mileage; about 40-45 miles
per gallon of unleaded fuel. Two of these “green”
vehicles have been recently placed in service on the
campus of the Milwaukee VA Medical Center. They add
to the GSA “green fleet” that use E-85 as fuel.

“These economical and reliable vehicles are perfect in
meeting specific off-road utility needs of facilities
management,” according to Oleh Kowalskyj, manager of
engineering operations. The vehicles are being used by
preventive maintenance and repair as replacement for
an aging service fleet. The fuel efficient engines also
meet the stricter California air emissions standards. “Not
only are we cost conscious, but environmentally
conscious,” said Mr. Kowalskyj.

The mini trucks, which are made in China, are distributed
by Mag International Inc. in Fountain Valley, California.
The company stresses quality and dependability. The




Great Lakes News — January 2008

vehicles feature electronic fuel injection (EFI), 4
cylinders, and a 42.4 horsepower engine with an OHC 5-
speed transmission. Mag International has been the
distributor since 2005, and sales are on the upswing with
a recent contact awarded to the Air Force for 700
vehicles.

The design is from Pininfarina S.p.A. of Turin, Italy.
Pininfarina has designed for many including Fiat, Ferrari,
Hyundai and more recently the Ford Focus and the
Volvo C70.

The T-MAG truck bed has standard fold-down sides and
tailgate (payload capacity of 3000 Ibs). The C-Mag
Cargo Van has dual sliding doors and an accessible rear
lift gate (payload capacity of 3219 Ibs). Pricing begins at
$8,600 dependent on model and options.

The T-Mag Mini Trucks are used on the Medical Center
campus roads only and limited by law to a top speed of
25 m.p.h. All models come with DOT approved seat
belts, rear view and side view mirrors, windshield wipers,
halogen headlamps, reverse warning alarm, directional
signals, hazard lights, heater/defroster and AM/FM radio
with cassette deck. The trucks on campus are air-
conditioned and have reinforced suspensions.

The new C-Mag Mini Cargo Van makes a U-ball on General
Mitchell Boulevard at the Milwaukee VA Medical Center. A pick
up truck, the T-Mag Mini Truck, is also in use on the campus.
They were selected for their reliability and added to the
Center’s growing “green fleet.”

North Chicago

6th Annual Diversity Day - Holidays
Around The World Celebrated

The Sixth Annual
Diversity Day Celebration
was on November 14,
2007. The theme of the
program was, “Holidays

Around the World.” The
event served two
purposes: to increase
awareness and to

educate the staff on the
ethnic cultures and the
diversity within our
medical center workforce, as well

as provide an
opportunity to share memorable moments and fun with

co-workers.  Groups participating in this year's event
included the Philippines, Native American Indian, Korea,
India, Poland, Mexico, Caribbean, African-American,
and Pakistan. The event featured exhibits of artifacts,
music and the national flags of various countries.
Greetings of Merry Christmas and Happy New Year
were extended to the audience in each of the native
languages from representatives of the groups
participating.  Attendees were treated to a variety of
“taste samples” of ethnic food from around the world.
Thanks to all who contributed to program’s success.

New Wheels

The AMVETS Post 66 from Wheeling, IL took the time
and effort to initiate and apply for a grant from the State
of lllinois for a new wheel chair bus. The grant was
approved and the AMVETS Post 66 received $75,000.00
for the new bus. This bus will be used immediately and
often, to take our veterans on monthly outings in the
community from the VA nursing home. Our veterans
really enjoy the opportunity to go to local restaurants,
movies, plays, museums, sporting events, etc. this
generous donation makes it all possible.
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From left to right: Richard Miller, Chief of Transportation;
William Scheffel, Service Commander AMVETS Post 66; Carl
Fabiszak, Service Officers AMVETS Post 66; Tony Altieri,
Commander AMVET Post 66; Patrick L. Sullivan, Medical
Center Director; and Kenny List, Chief of Voluntary Service.

The AMVETS also donated 50 hospital-grade LCD flat
screen TV's worth over $33,000.00 for each patient room
on 133-2B, the acute medical ward. These sleek new
impressive TV’s not only look good with a great picture,
but they also have the bedside remote with a nurse call
button. These TV’s will provide great entertainment for
our acute bed-bound medical patients for many years to
come. We truly appreciate the generosity of Wheeling
AMVETS Post 66.

Chicago Bears Visit Veterans

Local
celebrities,
Anthony Adams
and Josh Gattis
took time out of
their schedule to
visit the  North g ~ :
Chicago VAMC e A . T
and visited with over 60 veterans, chatting mostly about
the Bears and the NFL. Adams, originally from Detroit,
MI, wears #95 and is a defensive lineman who played
his college ball at Penn State, drafted by San Francisco
where he played 4 seasons before signing with the
Bears. Gattis, originally from Durham, North Carolina,
was drafted in the 5th round and is one of six rookies on
the Bears roster, playing defensive back wearing #43.

sports

National Radiologic Technologists Week
Celebrated

National Radiologic Technologists Week (NRTW) was
celebrated November 4-10 in recognition of the
thousands of radiologic sciences professionals within
government and private industry. Originally held in July
1979, NRTW was changed to November to coincide with
Wilhelm Conrad Roentgen's discovery of the X-ray on
November 8, 1895. NRTW is a time dedicated to
continued professional development, organizational
focus, and recognition for the practice and practitioners.
This year’'s theme was, “RTs: The Guiding Vision in
Medicine.” At the North Chicago VA Medical Center’s
Imaging Department, the team of dedicated
professionals led by Radiology Chief, Dr. Vyas and
Imaging Supervisor, Tom Bresciano offer outstanding
services in support of the Center's mission. They
perform studies in excess of 3,000 on a monthly basis in
various modalities to include MRI, CT, Ultrasound,
Nuclear  Medicine,  Fluoroscopy and  General
Radiography. This outstanding group of professionals is
“Proud to Serve” and we congratulate them in their
week.

From left:  Phil Rizzo, Darshini Dasai, Edwin Zapanta, Tom
Bresciano, Manny Aponte, Dave Matchin, Scott Bennett, Annie
Davidson, Ron Chapman, Rose Fuchs, Ben Carter, Walter
McDonald, Nuha Mohhamed, Marge Matelski. Not Pictured:
Dr. Vyas, Dr. Casis, Dr. Yoon, Dr. Feng, Honorato Deguia,
Mike Hrabak, Karen McCay, Bob Steffan, Nid Fleming, Barb
Bays, Russell Jackson, Gus Garcia, Oli Hager, Artelia Woods,

Mike Kruschner, Stacey Timmons
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Annual Women Veterans Program

The annual Women Veterans
Recognition Program and
Luncheon was hosted at
North Chicago VAMC. On
November 15", 2007.
Approximately 50 women
veterans came together for
an afternoon of fellowship
and celebration of their
service to our country. The
luncheon was followed by a
special dramatic presentation by Barbara Albers Rinella.
Ms. Rinella (shown above) provided a one-woman “living
literature” show in which she used props to actually
become characters in recent books. Revolving around
the topic of “Heroes,” Ms. Rinella brought to life a variety
of characters including Dolly Madison, Amelia Earhart,
and Art Buchwald. The presentation was informative,
heartwarming, humorous, and a fitting tribute to all of the
real-life heroes in attendance. The program was
sponsored by the North Chicago Women Veterans
Committee and Community Affairs.

SPD-Supply, Processing, and
Distribution

SPD handles the distribution of medical supplies and
equipment and is responsible for decontaminating,
assembling, and sterilizing all surgical instrumentation
used in the medical center. SPD plays an important role
in Infection Control, distributing supplies for PPE, MRSA
and sterile instrumentation. A staff of 12, operating
Monday thru Friday 7AM to Midnight, and Saturday/
Sundays day shift, SPD is divided into 2 sections,
‘Distribution and Processing.’

Supply Distribution of medical supplies/equipment
involves approximately 1100 line items. The prime
vendor delivers the majority of the products to the SPD
department 3 days a week. Staff unloads the pallets and
stocks the shelves. Wards are inventoried and the
supplies delivered. There are approximately 48 delivery
points including CBOC's. These technicians also handle

the crash carts, IV pumps, suction machines, feeding
pumps and other medical equipment.

The Processing area of SPD operates the steam
sterilizers, gas ETO sterilizers, sterrad machines,
washers, and ultrasonic washers. Staff can identify

hundreds of types of instrumentation including scissors,
forceps, and retractors. Instrumentation is processed
following strict guidelines and regulations to insure
cleanliness and sterility.

Front, Hanson, Kathy Ladewig, Dorothy
Sharkey, Mike Green, Nancy Heth, Judy Meeker, Kim Oien.
Back: Sam Thorell, Mark Morin, Dwight Monroe, Patti Jones,
Charles Mims

from left: Kerri

Tomah

Vet Shines at Creative Arts Festival

Joe Lamb, a gold medal
winner in the 2007 National
Veterans  Creative  Arts
competition, represented the
Tomah VA at the Creative
Arts Festival in St. Louis,
MS in October. Lamb spent
the week auditioning for
solos and narrations, as well as guest appearances on
an early morning news cast to promote the Festival.

Above, Joe Lamb, Tomah VA, poses with Miss Jane
Powell, Mistress of Ceremonies for the 2007 Creative
Arts Festival stage show.

-10 -
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Therapeutic Riding Demonstration Awes
Staff, Veterans and Visitors

In honor of National Rehabilitation Medicine Week in
October, veterans, staff and visitors at the Tomah VA
learned to take one word out of their vocabulary. That
word is "can't" and the lesson was taught by Mike
McGowen, a paraplegic horse trainer from Black River
Falls, Wisconsin.

McGowen, who was injured 8 years ago, was told
repeatedly that he'd never ride again. That only fueled
his motivation to continue his passion of working with
horses. McGowen demonstrated his technique for
independently saddling and mounting his horse from his
wheelchair, telling the audience about his adaptive
saddle and his rides into the mountains out west.

In addition, Diane and Ernie Purceli of Darby, Montana
demonstrated how "Nevada Joe,” the horse ambassador
of the North American Riding for the Handicapped
Association (NARHA) is used for rehabilitation therapy in
persons with disabilities.

Two horseback riding demonstrations were held,
followed by a visit by "Doc Holiday," a miniature horse to
the Nursing Home Care Unit, which brightened the
smiles on many veterans’ faces.

Recoveryfest

The first of what is hoped to be an annual observation of
Mental lliness Awareness Week, the Tomah VA Medical
Center Recovery Implementation Team sponsored a
program ‘Recoveryfest'.

The goal of Recoveryfest
was to promote the
concept of Mental lliness
recovery and be seen as

a leader in the
community, as well as
throughout the VA, in
promoting recovery
efforts. Recoveryfest
also served to celebrate
our veteran’s individual
journeys towards
recovery.

The celebration of Recoveryfest consisted of brown bag
lunch presentations during the week which were co-
facilitated by veteran consumers and staff, with open
attendance to staff, consumers and community
members. The sessions focused on wrap planning,
personal narratives, and work.

The celebration concluded with a program on Friday that
included a poignant story by Dr. Alice Holstein as the
keynote speaker. There was also an award ceremony
and a pig roast lunch. Above, Dr. Michael Brandt, Mental
Health Service Line Manager, provided remarks during
the event.

Welcome Home Celebration

October 6 marked the Tomah VA's first annual Welcome
Home Celebration for veterans who served in Operation
Iragi Freedom and Operation Enduring Freedom
(OIF/OEF).

The day began with a “Hero’s Welcome.” Members of
the Patriot Guard Riders, volunteers from Operation
Homefront, as well as VA staff and volunteers, Girl
Scouts, and others from the community lined the facility’s
main entrance to greet the veterans as they arrived.

-11 -
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Each veteran was escorted by a member of the Patriot
Guard Riders, making their arrival extra-special.

A program was held by the VA's pond consisting of
speakers of elected officials, representatives from the
local military installations and hospital management.

Following the program, the veterans were invited to fish
in the VA’s pond, golf at Veterans Golf Course, play
miniature golf, bowl, and participate in art activities
offered by the Veterans Express ThemSelves (V.E.T.S.)
program. A lunch and entertainment were also provided
for veterans and their families.

VA staff provided informational booths on topics such as
Women’s Health, Mental Health Services, and

Rehabilitation Medicine.

Kris Valest, Physical Medicine and Rehabilitation Services
Supervisor, worked with a veteran’s daughter on the balance
machine.

Get Fit For Life Night

The Tomah VA's first annual “Get Fit for Life Night” was
held September 19.

The evening began with the playing of the Public Service
Announcement (PSA) featuring former football star John
Elway, who is the national spokesman for the Healthier
US Veterans initiative.

Dr. Dan Duquette, Professor from the University of
Wisconsin/La Crosse presented information on lifestyle
and cancer prevention. The audience of about 60 asked
interesting questions following the presentation.

Physical Medicine and Rehabilitation Service staff led
participants on an informative walk to the Main Dining
Room where the audience was then entertained and
taught how to cook for a healthy lifestyle by Chef Robert
Lewis, the Happy Diabetic Chef.

The Chef prepared three dishes and a lucky panel of
four volunteers had the “task” of tasting all of the food —
no one complained!

A variety of information booths were available for guests
to review. Healthy snacks (apples and pretzels) were
provided and a variety of door prizes, including the
Happy Diabetic Chef's cookbooks, were awarded to
about 30 participants.

Laura Martin, PA-C (pictured on left) and Sandy Femal (right),
Physical Therapy Assistant, were two of the tasters of the
Happy Chef’s delicious and healthy creations.

-12 -
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Fridays are Special

Many staff wear red on Fridays to show their support of
our troops. The Canteen staff wore shirts sold by

Operation Homefront volunteers recently.

Front row, left to right: Brian Rasmussen, Marilyn Hart, Connie
Burrier, Suzanne Geggenfertner, Paul Szeflinski. Back row:
Chris Hina, Linda Swenson, Elgin Smith, Brian Valley, Dan

Dutton

The Combined Federal Campaign sponsored a “Green
and Gold” program by which if staff purchased green and
gold beads for $2, they had permission to wear their
Packer gear (and blue jeans) on Fridays. The ladies in
the Patient Care Services office really got in the spirit.

Below, front row, left to right: Jean Taylor, Rachel Brandau,

Kathy Flatoff, Betty Krupela. Back row, left to right: Kristina
Baldwin, Dana Nord, Doris Bernette, Julie Nutting, Jeanette

Hake, Dolores Doers

Network Awards and
Recognition

2006 Hands and Heart Recipents

The Secretary of the Department of Veterans Affairs
presents this prestigious award to the employee involved
in direct patient care who distinguishes themselves by
his/her commitment, expert knowledge and dedication in
providing quality health care to veterans.

Tomah VA RN, Sherry Tolle, of Patient Care Services,
receives the VA Secretary’s Hands and Heart Award.

Here, Ms. Tolle, receives the Hands and Heart Award plaque
with Acting Medical Center Director, Jerald Molnar, and VISN
12, Network Director, James Roseborough.

Madison VAH staff
member, Catherine
Broome, R.N., also

received the 2006 Hands
and Heart Award. She
was nominated by her
peers who noted she
consistently goes the
extra mile to provide
expert technical care,
physical comfort, and
emotional support for our
veterans. She is a
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dedicated professional who puts all her energies into
providing the absolute best for her patients.

Ms. Broome is a very valuable resource who is sought
out as an expert resource by nurses, physicians, and
other hospital personnel for her clinical expertise and
professionalism. Physicians and her nursing colleagues
frequently seek her opinion concerning patient care
issues. Ms. Broome is a strong leader and is not
hesitant to identify issues in patient care, staffing,
communication, etc., and develop plans for their
resolution.

In addition to her many clinical skills, Ms. Broome’s
psychosocial skills and willingness to deal with very
difficult patient and/or family situations is one of her
greatest strengths. She is direct, honest, and kind in all
her interactions. She is a very strong patient advocate
and a member of the Patient Rights and Ethics
Committee. As an active member, she participates in
ethics consults and is willing to raise unpopular stands
on the patient’'s behalf with her health care colleagues.
Her commitment to supporting the desires of her patients
is unwavering.

Ms. Broome is also very involved in the teaching mission
at the service, hospital, and community levels with her
involvements including a wide array of subjects.

VAH Madison Engineer Nationally
Recognized

Michael Frazier, Chief of
Engineering Service at VAH
Madison, received the
Department of Veterans
Affairs Chief Engineer of the
Year Award. This national
award recognizes only one
outstanding Chief Engineer
of the Year for VA’s entire
nationwide network of 155
hospitals, 881 outpatient
clinics, 135 nursing homes, 46 residential rehab
treatment programs, 207 readjustment counseling
centers, 57 veterans benefits regional offices, and 125
national cemeteries.

In addition to managing the day-to-day operations of the
Engineering Service at a tertiary medical facility, Mr.
Frazier planned, coordinated and supervised over $19
million in  minor construction and non-recurring
maintenance projects. The infrastructure, as well as the
outward appeal of the facility, are outstanding and
benefits patients, employees, and visitors. Several
additional achievements were included in the selection of
Mr. Frazier.

VA Researcher Honored by White House

VA researcher Sterling Johnson, Ph.D., was among 60
scientists from 11 federal agencies to recently be
honored with the Presidential Early Career Awards for
Scientists and Engineers (PECASE). The annual
awards, established in 1996 by the National Science and
Technology Council, recognize top young scientists and
engineers for their “innovative research at the frontiers of
science and technology” and for their scientific
leadership and community research.

Dr. Johnson is a clinical psychologist and neuroscience
researcher at the VAH, Madison and is an assistant
professor at the University of Wisconsin School of
medicine and Public Health. He uses brain imaging and
neuropsychological measurement to study disorders that
affect memory and self-awareness. One of his current
VA-funded studies involves combat veterans with
traumatic brain injury. As part of his award, Dr. Johnson
will receive $125,000 over five years from VA's Office of
Research and Development in support of his research.

Dr. Sterling Johnson at work
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Heroes Among Us

Tomah VA employees Robin Frazier, Program Support
Assistant, and Janelle Arnold, Unit Coordinator, were traveling
to the Minneapolis-St. Paul area to visit friends when they
came upon a vehicle on fire. They pulled over to assist the
occupants of the car only to find out they were en-route to a
funeral for family members killed in the Minnesota bridge
collapse.

Ms. Frazier and Ms. Arnold are to be commended, not only for
the courage to stop and provide assistance to the travelers in
trouble, but also for the compassion shown by providing
transportation so the family would not miss the funeral of their
loved one.

Below Jerald Molnar, Acting Director; Robin Frazier, Janelle
Arnold, and James Roseborough, VISN 12 Network Director.

Another event occurred when VA employee Sandra
Olson, Nursing Assistant/Patient Care Services, was
traveling on the interstate outside of Tomah one night
and stopped for what she thought was a vehicle accident
that had just occurred. Instead, she discovered that a
young man had just jumped from the back seat of his
parent’s car while it was traveling at 70 m.p.h. Ms.
Olson, remaining calm, accessed and stabilized the
young man's injuries with the help of another citizen.
After the police, fire, and ambulance arrived, she then
consoled the parents.

Once again, what a great example of one of our VA co-
workers going the extra mile!

Federal Women’s Program Outstanding
Achievement Award

The Tomah VA’s Federal Women’s Program (FWP)
Committee held their annual Women’s Equality Day
program on Wednesday, August 27.

The program included a presentation about the
boundless opportunities for women in the workplace, “No
Glass Ceiling, Just Blue Sky,” and the announcement of
the 2007 FWP Outstanding Achievement Award.

The recipient of the award was Kathy Blackdeer, VISN
12 Patient Financial Service Utilization Review Analyst.

Left to right: Judy Clay, Administrative Assistant to the Medical
Center Director; Kathy Blackdeer; Tiffany Morrell, RN, FWP
Co-chair; and Mindy Challoner, MS, CCC-A, FWP Co-chair.

Trish Ten Haaf Receives Ph.D.

Tomah VA's Associate
Director for Patient Care
Services, Patricia (Trish)
Ten Haaf, RN, MSN,
recently graduated from
Capella University with a
Ph.D. in Healthcare
Administration.
Appointed to Associate
Director for Patient Care
back in November 2005, Ms. Haaf brings a wealth of
experience from managing in private sector facilities and
16 years combined active duty and Army Reserves.
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Milwaukee VA Cancer Program
Recognized

The Commission on Cancer (COC) of the American
College of Surgeons has granted the 2006 Outstanding
Achievement Award to the cancer program at the
Milwaukee VA Medical Center. Only 31 such programs
were honored nationwide representing approximately six
percent of the programs surveyed during this period.
The Milwaukee VA's program is the only program so
recognized in the Veterans Health Administration.

According to Roger Byhardt, MD, FACR, chairman of the
VA cancer committee and professor of radiation
oncology at the Medical College of Wisconsin, the
Milwaukee VA Cancer Registry has a reference date of
1971 with the Commission on Cancer. “The VA Program
has also grown and enjoyed re-approval every three
years over that span. The Outstanding Achievement
award is the culmination of that growth and all concerned
are gratitified by the honor.”

Established in 2004, Outstand Achievement Award is
designed to recognize cancer programs that strive for
excellence in providing quality care to cancer patients.
The Milwaukee VA Medical Center program received the
award following on-site evaluation by a physician
surveyor during which the facility demonstrated a
commendation level of compliance with seven standards
that represent the full scope of care. Additionally, the
Medical Center received a full compliance rating for the
remaining 29 standards.

The Commission on Cancer sets quality-of-care
standards for cancer programs and reviews the program
to ensure they conform to those standards. Approval by
the CoC is given only to those facilities that have
voluntarily committed to providing the highest level of
quality care and undergo a rigorous evaluation process
and review of their performance. To maintain approval,
facilities with CoC-approved cancer programs must
undergo an on-site review every three years.

Committed Citizens Can Change the
World...Social Worker of the Year From
Milwaukee

Jean E. Bromley, MSW,
Social Worker Executive at
the Milwaukee VA Medical
Center, is the VA social
worker of the year. The
prestigious honor was
awarded on November 13
before her peers at the
Uniformed Services
Conference in Salt Lake
City, Utah.

Mrs. Bromley was cited by
Kristin Day, Chief Consultant of Social Work in VA’'s
central office, for her outstanding competency and
exemplary service noting her ability to build links
between individuals and groups. “Jean is a leader who
personifies social work at its best,” said Ms. Day.

Mrs. Bromley preferred to deflect the attention and
accolades, instead noted the work of others. “I accept
this award on behalf of everyone | work with at the VA.
This is truly a team effort in serving the thousands of
men and women who have served their country well. |
could not do my job without the help of my fellow
workers. It is a collaborative effort each and every day.”

Helping is part of her lifestyle. Next to her phone that
philosophy is reinforced on a dog-eared note card with a
guotation by cultural anthropologist, Margaret Mead:
“Never doubt that a small group of thoughtful, committed
citizens can change the world; indeed, it's the only thing
that ever does.”

Currently Mrs. Bromley is co-division manager of
Rehabilitation, Extended Care, and Community Based
Programs as well as the VISN coordinator for returning
OEF/OIF veterans. She is also chairperson of the
Veterans Health Administration Social Work Professional
Standards Committee.
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VISN 12 Welcomes New
Faces

Staff Welcomes New Director at VA
Medical Center Iron Mountain

Facility Surgical Services
Secretary, Tracy Husing
welcomes new Director,
Michael Murphy, FACHE, to
VAMC Iron Mountain. A
reception for Mr. Murphy
was held on Wednesday,
November 28, 2007. Staff
appreciated the opportunity
to meet and get to know the new facility Director.

New OIF/OEF Manager North Chicago
VAMC

Michael Konkoly recently
joined North Chicago as the
Operation Iragi Freedom
(OIF)/Operation Enduring
Freedom (OEF) Program
Manager. Michael came to
North Chicago from Jesse
Brown VAMC where he was

a Licensed Clinical Social
Worker/Case Manager for
19 years. He has a

Bachelor of Arts Degree in

A Psychology from Marquette
University in Milwaukee, Wisconsin and a Master Degree
in Social Work from the University of lllinois, Chicago.

Besides having over four years experience in offering
support to OIF/OEF returning veterans, he has
participated in five Post Deployment Health
Reassessment (PDHRA) screenings with the Reserve
and National Guard Units in the Metropolitan Chicago
Area and in North West, Indiana.

Michael heads up North Chicago VA's OIF/OEF
Seamless Transition Program Team which includes
three Social Worker Combat Case Managers (Nancy

Gallagher, Raydene Edenhofer, Jessica Pinder); and the
Transition Patient Advocate (Darlene DeMario).

The Team helps returning veterans to transition into the
VA and the community. They also provide outreach with
Great Lakes Naval Base and with local Reserve,
National Guard and community agencies to get the word
out to our returning veterans of the availability of VA and
community resources to readjust to being home from
combat services.

The OIF/OEF Seamless Transition Team, in conjunction
with the Medical Center, is planning a series of focus
groups for returning veterans who receive their treatment
at North Chicago, giving them an opportunity to express
their opinions about their treatment, and help VA meet
their transition needs. Michael and his staff will
participate with North Chicago VA's Welcome Home
Celebration for all of our returning OIF/OEF veterans and
active duty service men and women in the spring of
2008.

New and Familiar Faces Added to
Management Team North Chicago VAMC

Chief of Nutrition & Food 4
Service, Wanda Parks,
came to North Chicago
in June 2006, as a
Supervisory Dietitian,
before becoming Chief
in  September 2007.
She joined the VA in
1987 at the Memphis
VAMC. Wanda has a |
Bachelor of Science EEEETEEEE M
Degree in Nutrition/Food from the University of Central
Arkansas and is currently pursuing a Masters Degree in
Management/Leadership at Webster University. She
joined the Army Reserve as a Private and served 22
years before retiring as a Major. Wanda is originally from
Little Rock, Arkansas and is currently in Gurnee, lllinois,
with her family.
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Chief of Police & Safety
John Samples, joined the
NCVAMC as the Chief of
Police & Safety. He has
a Bachelors Degree in
Criminal Justice and a
Masters Degree in Public
Administration both from
Troy State University.
John was a Captain in
the United States Air
Force serving 23 years in Law Enforcement and
Security. Twice he was the Outstanding Airman of the
Year and received awards for life saving and various
awards for emergency response. Following the military,
John was Police/Security Chief of Plans and Programs
at Cape Canaveral, Florida supporting space launches.
Later as Senior Security Manager and Director of
Worldwide Emergency Operations for a Fortune 500
Company, John acquired the professional designation of
CPP, a Board Certified Protection Professional. John
enjoys music, art, jogging, biking and weight lifting. John
is originally from Gadsden, Alabama, and currently
resides in Gurnee, lllinois with his daughter. John'’s wife,
Bettye, is presently in Ohio, and they plan on relocating
to Kenosha once house hunting is complete.

Veterans Day Celebrations
Across VISN 12

Honoring Those Who Served

The National Wheelchair Foundation and the Knights of
Columbus donated 500 wheelchairs to Hines VA
Hospital in a ceremony held in the hospital auditorium
over the Veterans Day weekend. The wheelchairs will
be used by Escort Service to assist Hines patients. Over
100 Knights of Columbus members, decked out in full
regala, attended the ceremony, as did members of a
National Guard Unit based out of North Riverside, IL, a
local Boy Scout Troop and several local media outlets.
A number of Hines patients attended the event and had
a great time interacting with the National Guard soldiers

as well as the boy scouts. The new wheelchairs are
bright red and were proclaimed quite comfortable by
several happy patients.

At Tomabh, their annual Veterans Day program was held
on November 9. The program featured the induction of
two veterans into the facility’s Hall of Heroes, Captain
Joseph Kube and Robert Roth.

Captain Joseph B. Kube graduated from Tomah High
School in 1954 and was in his third tour in Vietham when
he was killed in action. Captain Kube was awarded the
following medals: Silver Star, three Bronze Stars, two
Purple Hearts, Air Medal, Army Commendation Medal
with V device, Good Conduct Medal, National Defense
Medal, Republic of Vietham Gallantry Cross with silver
star device and Republic of Vietham Campaign Medal.

Captain Kube was killed in action on April 3, 1968,
leaving his wife, Betty, two daughters and unborn son.

" r

Kevin Dubois, Fort

From left-Command Sergeant Major,
McCoy, Jerry Molnar, Acting Director; Val Strozinsky, Captain

Kube’s sister; Stacy Kube, Captain Kube’s daughter-in-law and
a Supply Technician at the Tomah VA; Joe Kube, Captain
and Betty Kube,
Granddaughter, Olivia Kube, is in front of her parents.

Kube's son; Captain Kube’'s widow.
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Robert M. Roth served in the Army during World War |l
and again during the Korean War. In World War I, he
served in the 43rd Infantry Division in the Asiatic-Pacific
Theater as a heavy machine gunner. During that war he
received a Silver Star, Bronze Star, two purple hearts,
the Asiatic-Pacific Theater Service Medal, the Philippine
Liberation Ribbon and four overseas service bars. He
spent two years and three months overseas and suffered
from malaria during his entire time in the Pacific. He

served stateside during the Korean War at Fort Lewis in
Washington.

From left- Command Sergeant Major Dubois, Robert Roth, and
Jerry Molnar, Acting Medical Center Director

The Program also included remarks from Pastor Melvin
Brinkley, USAF Retired; poetry from Jane Thissen; an
essay about veterans from Nikki Reinart, daughter of VA
employee Jeanne Reinart; music from the Tomah High
School and Creative Arts Festival medalists Joe Lamb
and Maureen Howell; and color guard duties by the

Necedah Veterans Group, representing Mr. Roth's
veterans’ community.
On November 6th, the Marine Corps League

Detachment 801 and the Marine Air Control Group 48
joined with the North Chicago VA to salute our veterans
with a special Veterans Day program featuring an
impressive cake cutting ceremony conducted by Colonel
David F. Aumuller of MACG 48 commemorating the
232nd birthday of the Marine Corps.

The cake is cut by
a ceremonial sword
and oldest marine
present passes a
piece of cake to the
youngest marine.

Kurt Morris, a Gold
Star father who lost

his son in lIraq
shared some
inspirational words
to our veterans.

Commandant
Marty Smith  of
Marine Corps

League 801 kept
the event running smoothly. A definite highlight was a
performance by “Voice of Veterans” including very
moving and meaningful songs that they wrote
themselves. Pictured above is the Lake County
Detachment 801 post colors.

st

Jesse Brown VAMC was privileged to lead the 81
annual Veterans Day Parade sponsored by the George
Giles American Legion Post #87 on November 12.
Medical Center Director James S. Jones served as the
parade’s Honorary Grand Marshall, VA Police Service
provided a Color Guard and a number of veterans and
staff either rode or walked alongside a JBVAMC float.
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To commemorate Veterans Day, JBVAMC'’s Crown Point
CBOC held a Memorial Service for veterans who had
passed in the previous year. Several local hospices
participated by providing free counseling to families. The
American Legion conducted a short ceremony and active
Military Reserve and retired staff members served as
honor guards.

£ JESSE BROWN VA NED

Above, Jesse Brown VA Medical Center Float in Chicago’s
Veterans Day Parade.

POW/MIA Recognition Day
September 21st

VAMC Iron Mountain Patient Administrative Service
employee Brenda Kelly, (shown above) comforting a
POW veteran during the September 21, 2007, POW/MIA
Recognition Program. The program commenced with a
parade of VFW motorcycle riders and ended with a
luncheon for all who attended. Students from the local
community and VA employees read “Letters From
Home” serving as a POW/MIA reminder, “You Will Not
Be Forgotten.”

Tomah's program included guest speaker Walter
; W T Peterson of Madison, who told of his experiences as a
JBVAMC Medical Center Director James S. Jones (left) served prisoner of war in Germany in World War Il. Music was

as Honorary Grand Marshall and led Chicago's Veterans Day provided by Joe Lamb, a local veteran who won a
Parade, along with Colonel Eugene F. Scott, US Army national Gold Medal in the 2007 National Veterans
(Retired), Parade Chairman. Creative Arts competition.
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The color guard was provided by veterans from the
Necedah community. Former POWSs in attendance were
introduced and a candle lit for each Wisconsin

serviceman listed as missing in action from the Vietnam
War.

Above, a soldier from Fort McCoy, who served as one of 25
soldier escorts, saluted after lighting a candle to remember one
of the MIAs at Tomah's recognition day program.

VISN 12 Facility Champions
Challenge-100 miles in 100 days

Veterans Canteen Service and the program for Healthier
US Veterans, are challenging veterans and VA staff to
walk or roll “100 miles in 100 days” as part of a
“Champions Challenge.” The program is designed to
encourage veterans and employees to become more
physically active while earning prizes along the way.
Participation by each VA Medical Center provides an
opportunity to focus attention on the health and wellness
of both employees and veterans.

During these 100 days, the twelve gold medal winners of
the 2007 National Veterans Wheelchair Games will be
honored at their local VA medical centers and will sign
sports cards. Also, in conjunction with the Champions'
Challenge, the Veterans Canteen Service retail stores
will be selling boxes of Cheerios®, developed by
General Mills, to salute these extraordinary athletes. A
number of VISN 12 facilities kicked off this initiative with
enthusiasm.

Tomah VA kicked off its Veterans' Walk~N~Roll"
Champions' Challenge" in early November when 136
veterans, community members and employees
registered for the "Challenge.”

Kelly Christen, RD, assists Marta Ziems, LPN, and Colleen
Carl with registration for the Champions’ Challenge.

Hundreds of Hines employees signed up to walk, each
got a free pedometer and walking packet filled with
information on the benefits of walking and regular
exercise.

On the kick off day at Hines, a number of enthusiastic
employees participated in a special one mile walk through the
hallways of Building One.

Milwaukee VA Medical Center, EEO Officer Charles
Walllace, sets his
pedometer to zero as he
begins the Champions’
Challenge. Employees
can walk at home, at a
fitness club or wherever
they want, and still receive
credit for the miles. The
challenge runs through
February 2008.

-21 -



Great Lakes News — January 2008

VISN 12 Network
Telecommunications Effort “We
Connect With the Veterans”

Did you know VISN 12 has the most advanced
telecommunications network in the VA? This is made
possible by the forward thinking and technical expertise
of VISN 12 Telecommunication Specialists and Wide
Area Network Managers. The telephone systems that
reside at VISN 12 medical centers and Community
Based Outpatient Clinics are a common platform which
enables them to be networked together providing each
site the ability to dial one another using five digits.
These five-digit calls go over our wide area network at
no cost which saves VISN 12 tens of thousands of
dollars each month in long distance charges.

The Telecommunication Specialists that support this
large network of 70,000 interconnected ports are VA
staff, certified to install and maintain these large
communication systems. This in-house pool of experts
saves the network $400,000 a year compared to similar
contract coverage.

Centralized Attendant (Operators)

VISN 12 also operates the only centralized Telephone
Operator Department in the VA. They are open 24 hours
a day, seven days a week and are responsible for
directing callers that request operator assistance for all
medical facilities and larger outpatient clinics in the
network. The Centralized Attendant is located at VA

Madison and staff working in this busy area service over
6,000 callers per day for a total of 1.6 million a year.

How does it work? When callers dial a specific VA
facility or clinic, they hear the facility’s main greeting,
enabling the caller to enter an extension or choose one
of the pre-programmed greetings. If the caller chooses
to remain on the line, or dial “0,” they will reach the
Centralized Attendant in Madison who will greet the
caller and assist in directing their call. The Operators
use sophisticated “Computer Telephony Interface”
software that provides the Centralized Attendant a way
to properly identify incoming calls, search through a
comprehensive database and be very efficient in
providing customer service to callers.

Paging Operator(s) on Duty at the
Centralized Attendant

To better serve staff, the Centralized Attendant (Call
Center) has dedicated Paging Operator Workstations.
The primary responsibility of the Paging Operator is to
facilitate requests for pages to any VISN 12 staff person
and then upon return of the page to join the two parties
together. The Paging Operators also act as the 911
Operators for VA Madison. The direct humber to the
Paging Operator is 17196, or one can dial the Operator
and request paging of an individual.

VISN 12 Phone Directory

One of the most successful products of the Network
Telecommunications effort is the VISN 12 Phone
Directory. This directory has numbers and locations for

employees, as well as service and departmental
numbers, and allows employees to search for
information in a variety of different ways. This

information is directly linked to the Telephone Operator
database and VISN 12 Phone Directory. Employees can
access the phone book and on-call schedules through
their medical center web sites.
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Web-Based On-call Application

Did you know there is a means to find out who is on call
for a service/specialty within any medical center in VISN
12? The Web-Based On-Call Program was created to
provide staff and the VISN 12 Centralized Attendant a
standard means to view important on-call information. It
offers employees at all VISN 12 facilities the ability to
access this web page directly to find out how to contact
on-call coverage for a given service. Each department
can create, modify, and print its schedules from the
program to ensure its area of responsibility is accurately
annotated. As we all know, changes to on-call rotations
are frequent and often hard to communicate to all the
applicable staff in an accurate and timely basis. The
creation of this centralized database provides a single
real-time and complete reference of the most important
phone and pager contacts for your medical and support
staff.

Other VISN 12 Telecom Facts

Multiple means to gather feedback and ways to monitor
the quality of our work have been established including:

+ Monthly “Telecommunications Customer Service

Video Conferences.”
On-line comment section and annual surveys.

Recorded Operator transactions to assure

quality service.

Automatic Call Distribution (ACD) systems have
been installed in 50 high-volume areas within
VISN 12, such as the Centralized Attendant,
Outpatient Pharmacy, Telephone Triage,
Scheduling, Admissions, and Specific Clinics to
measure service levels.

In total these 50 areas received 268,000 calls in
November with an average speed of answer of 49
seconds and an abandonment rate of 9.7 percent! What
other VISN can provide, much less document, such an
outstanding level of service?

VA Delivering for Our
Homeless Veterans

Reducing Homelessness

VA is the largest federal provider of direct assistance to
the homeless. Services provided include health care,
outreach/case management, employment, rehabilitation,
transitional residential care, therapeutic work and
assistance with permanent housing.

Statistics show a 22% reduction in the number of
homeless veterans in comparison to estimates as recent
as five years ago. The estimated number of homeless
veterans fell from 250,000 to 195,000 on any given night.

VA supports more than 15,000 beds in transitional
housing facilities and VA residential treatment programs.

Providing Our Homeless Veterans with Health Care

A total of 100,000 veterans, more than half the number
of homeless veterans, receive VA health care each year.
VA expects to spend 1.6 billion for medical treatment
and $287 million for homeless specific programs in
FY08.

Over 300 program clinicians are working nationwide who
contact homeless veterans as part of their dedication to
the homeless health care outreach effort.

Collaborating with Local Homeless Providers VA also
partners with hundreds of communities on Stand Downs
across the nation. Stand Downs give homeless veterans
a temporary refuse where they an obtain food, shelter,
clothing and a range of community and VA assistance.
Providers can contact VA's Homeless Veterans
Programs Office at http://www1.va.gov/homeless/, (202)
273-5764, or e-mail VA at homelessvets@mail.va.gov.
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Secretary of Veterans
Affairs Sworn In

James Peake, M.D. was
sworn in by President George
W. Bush as the sixth
Secretary of Veterans Affairs
at VA Central Office
Thursday, December 20",
2007.

Dr. Peake is a St. Louis, Mo.,
native who received his
Bachelor of Science Degree
from the U.S. Military Academy at West Point in 1966
and was commissioned a second lieutenant in the U.S.
Army Infantry. He served in Vietnam and was awarded
the Silver and Bronze Stars and the Purple Heart.

He began his Army medical career as a general surgery
resident at Brooke Army Medical Center, Fort Sam
Houston, TX and retired as a lieutenant general in 2004
after serving four years as U.S. Army Surgeon General.

Department of Veterans Affairs
Network Director (10N12)

PO Box 5000, Building 18
Hines, IL 60141-5000

VA and Mental Health Care
Services

Every suicide in America is a tragedy. VA cares about
each veteran and their physical and mental health. More
than 10,000 mental health workers who have dedicated
themselves to helping veterans cope with the issues and
crises they face are working each day to assist when
needed. VA takes the problem of suicide very seriously
and wants veterans to come to VA for help if they are
under stress or in crisis.

VA care and treatment is available for veterans with
PTSD, depression and other mental health problems.
VA research efforts are constantly reviewing scientific
findings, both VA and National, in an effort to improve
care for veterans.

Suicide prevention coordinators are designated at each
of our VA Medical Centers. A veteran suicide hotline is
available 24 hours a day, seven days a week, to help
any veteran in need. That number is 1-800-273-TALK
(8255).

ADDRESS CORRECTION REQUESTED Mailing Address
Street Number and Name

City, State 98765-4321
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