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DISCLAIMER

The intent of this handbook is to provide patients and family orientation regarding patients' rights and responsibilities, services provided by the Medical Center, policies and regulations of the institution, etc.  Patients and families are responsible for requesting information of their interest not included in this document.  This is a general brochure that includes basic information of the interest, mostly, of the in-patients.
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ACRONYMS GLOSARY

ais - Automated Information System

Canteen Service - the Cafeteria, Barber Shop, and Retail Store

CBOC - Community-Based Clinics

CCU - Coronary Care Unit
DNR - Do Not Resuscitate

GEM - Geriatric Evaluation and Management Clinic

HBPC - Home-Based Primary Care

HIPAA - Health Insurance Portability and Accountability Act

ICCU - Intermediate Coronary Care Unit

ISO - Information Security Officer

MCCF - Medical Care Cost Funds

MICU - Medical Intensive Care Unit

NCA - National Cemetery Administration
NSC or SC 0% - Non-Service Connected
OPA - Outpatient Annex
OPC - Outpatient Clinics
paicu - Psychiatric Acute Inpatient Care Unit
roi - Release of Information
sicu - Surgery Intensive Care Unit
TDD - Telecommunications Deaf Device
va - Department of Veterans Affairs
vamc - Veterans Affairs Medical Center
vba - Veterans Benefits Administration
vha - Veterans Health Administration
WELCOME AND DEDICATION

Putting Veterans First

On behalf of all members of our staff, I welcome you to the San Juan Veterans Affairs Medical Center (VAMC). It is a pleasure and a privilege to serve you. At the San Juan VAMC we value your service and commitment to our country.

Our mission is to provide you with the excellent medical care that you deserve and are entitled to receive. We hope to give you the knowledge and understanding of your medical condition that will allow you and your loved ones to make maximum use of our resources and better attend to your healthcare needs.  Your healthcare team is composed of physicians, nurses, dietitians, pharmacists, social workers, and other allied professionals in areas such as rehabilitation, occupational and physical therapy, psychology, speech pathology, audiology, dentistry, and laboratory technologists.  All these professionals are highly qualified and responsible for your treatment while you are hospitalized.  If you have any questions regarding your laboratory orders, medications, special tests, or directions on your medical treatment you may ask any of the members in your health care team.

This guide is dedicated to you in recognition for your unselfish dedication and services to our country. It will help you understand the different services we provide and our commitment to the care of our veterans. Please feel free to contact our Patient Representatives or any member of our staff for any concern or question that you may have.

We thank you for allowing us to care for your health needs. It is an honor and a privilege to be able to participate in your healthcare decisions.
RAFAEL E. RAMÍREZ-GONZÁLEZ, MD, FACP

Center Director

DEPARTMENT OF VETERANS AFFAIRS
Veterans Affairs is a huge and complex organization, the third largest Federal Agency.  It provides the world's most comprehensive and diverse programs of benefits for veterans and their dependents.  Services are provided through the Veterans Health Administration (VHA), the Veterans Benefits Administration (VBA), and the National Cemetery Administration (NCA).  The VBA provides compensation and pension benefits, life insurance coverage, education benefits, and guarantees home loans.  The VHA provides primary and specialized primary care, medical and social support services, and medical and health care research.  The NCA honors veterans with the final resting-place and lasting memorials that commemorate their service to our Nation.

MISSION AND SERVICES

The mission of the San Juan VA Medical Center (VAMC) is to promote health and provide state of the art health care to beneficiaries.  The VAMC functions as a major tertiary medical center that meets the health care needs of eligible veterans.  Our services are offered on timely, efficiently, and compassionate manner.  We function as an integrated component of the Sunshine Network (Veterans Integrated Services Network 8 [VISN]) health care delivery system.  We also keep our commitment to scientific research.  We are committed to high quality education for all our employees.  We serve as an emergency backup health care facility for the Department of Defense as well.

The San Juan VAMC is a tertiary care facility that currently provides all levels of care from surgery, medicine, physical medicine and rehabilitation, to spinal cord injury, and mental health.  We have several specialized programs and care units and our ambulatory care programs have increased as our inpatient activity shifts to an outpatient focus.  Our VAMC also has a Blind Rehabilitation Center a Nursing Home Care Unit, and Outpatient Clinics at Mayagüez, Ponce, Arecibo, Guayama, St. Thomas, and St. Croix.

The San Juan VA Medical Center has a total of 348 authorized hospital beds, 12 Blind Rehabilitation beds and 129 Nursing Home beds that serve a population of about 150,883 veterans in Puerto Rico and the U.S. Virgin Islands, according to the 2000 U.S. Census figures.  In order to serve you better we have the following programs:

1.
Alcohol and Drug Dependence Treatment Programs

2.
Cardiac Surgery Program

3.
Comprehensive Rehabilitation Program

4.
High Blood Pressure Research Program

5.
Home Based \ Primary Care

6.
Immunologic Evaluation Clinic

7.
Organ Transplant Referrals

8.
Primary Care Clinics Program

9.
Post Traumatic Stress Disorder Program

10.
Psychiatric Intervention Center

11.
Pulmonary Function Lab

12.
Residential Care Program

13.
Services to Women Veterans

14.
Sickle Cell Screening and Counseling Program

15.
Specialty Clinics

16.
Veteran Readjustment Counseling Centers in San Juan, Arecibo (Northwest PR), Ponce (South) and in both St. Thomas and St. Croix of the U.S. Virgin Islands

We hope to be able contribute to your well being and to provide you with those services that will allow you and your family the guidance you need to lead a healthier life style.

ACCREDITATION

Our programs and services are accredited by different organizations such as the Joint Commission for Accreditation of Healthcare Organizations (JCAHO) and the Commission for Accreditation of Rehabilitation Facilities (CARF).  For specific information concerning programs/services or surveys results contact the Quality Manager at extension 13137.  In addition, you may access the JCAHO survey report through Internet at the following address http://www.jcaho.org and CARF report at http://www.carf.org.

PATIENTS RIGHTS AND RESPONSIBILITIES

Veterans Health Administration (VHA) employees will respect and support your rights as a patient.  We are pleased you have selected us to provide your health care.  We plan to make your visit or stay as pleasant for you as possible.  Your basic rights and responsibilities are outlined in this document.  Please talk with VA treatment team members or a patient advocate if you have any questions or would like more information about your rights.

I. Respect and Nondiscrimination

· You will be treated with dignity, compassion, and respect as an individual.  Your privacy will be protected.  You will receive care in a safe environment.  We will seek to honor your personal and religious values.

· You or someone you choose have the right to keep and spend your own money.  You have the right to receive an accounting of VA held funds.

· Treatment will respect your personal freedoms. In rare cases the use of medication and physical restraints may be used if all other efforts to keep you or others free from harm have not worked.

· As an inpatient or long-term care resident, you may wear your own clothes and keep personal items.  This depends on your medical condition.

· As an inpatient or long-term care resident, you have the right to social interaction and regular exercise.  You will have the opportunity for religious worship and spiritual support.  You may decide whether or not participate in these activities. You may decide whether or not to perform tasks in or for the Medical Center.

· As an inpatient or long-term care resident, you have the right to communicate freely and privately.  You may have or refuse visitors.  You will have access to public telephones.  You may participate in civic rights.

· As a long-term care resident, you can organize and take part in residents groups in the facility.  Your family can meet the families of other residents.

· In order to provide a safe treatment environment for all patients and staff you are asked to respect other patients and staff and to follow the facility's rules.  Avoid unsafe acts that place others at risk for accidents or injuries.  Please immediately report any condition you believe is unsafe.

II. Information  Disclosure and Confidentiality

· You will be given information about the health benefits that you can receive.  The information will be provided in a way you can understand.

· You will receive information about the costs of your care, if any, before you are treated.  You are responsible for paying for your portion of the costs associated with your care.

· Your medical record will be kept confidential.  Information about you will not be released without your consent unless authorized by law (i.e. State public health reporting).  You have the right to information in your medical record and may request copy of your records.  This will be provided except in rare situations where your VA physician feels the information will be harmful to you.  In that situation, you have the right to have this discussed with you by your VA provider.

· You will be informed of all outcomes of care, including any injuries caused by your medical care.  You will be informed about how to request compensation for injuries.
III. Participation in Treatment decisions

· You, and any persons you choose, will be involved in all decisions about your care.  You will be given information you can understand about the benefits and risks of treatment.  You will be given other options.  You can agree to or refuse treatment.  Refusing treatment will not affect your rights to future care but you have the responsibility to understand the possible results to your health.  If you believe you cannot follow the treatment plan you have a responsibility to notify the treatment team.

· As an inpatient or long-term care resident, you will be provided any transportation necessary for your treatment plan.

· You will be given, in writing, the name and professional title of the provider in charge of your care.  As a partner in the healthcare process, you have the right to be involved in choosing your provider.  You will be educated about your role and responsibilities as a patient.  This includes your participation in decision-making and care at the end of life.

· Tell your provider about your current condition, medicines (including over the counter and herbals) and medical history.  Also, share any other information that affects your health.  You should ask questions when you don't understand something about your care.  This will help in providing you the best care possible.

· You have the right to have your pain assessed and to receive treatment to manage your pain.  You and your treatment team will develop a pain management plan together.  You are expected to help the treatment team by telling them if you have pain and if the treatment is working.

· You have the right to choose whether or not you will participate in a research project.  Any research will be clearly identified.  Potential risks of the research will be identified and there will be no pressure on you to participate.

· You will be included in resolving any ethical issues about your care.  You might consult with the Medical Center's Ethics Committee and/or other staff knowledgeable about health care ethics.

· If you or the Medical Center believes that you have been neglected abused, or exploited, you will receive help.

IV. Complaints

· You are encouraged and expected to seek help from your treatment team and/or patient advocate if you have problems or complaints.  You will be given understandable information about the complaint process available for you.  You may complain verbally or in writing, without fear of retaliation.

Remember
· You are responsible for providing to the best of your knowledge, accurate and complete information about present complains, past illness, hospitalizations, medications, and other matters related to your health.

· You and/or your family are responsible for reporting perceived risks in patient's care and unexpected changes in his/her condition.  The patient and his family help the hospital improve on its understanding of the patient environment by providing feedback about service needs and expectations.

· Patients are responsible for asking questions when they do not understand what they have been told about their care or what they are expected to do.

· The patient and family are responsible for following the care, service, or treatment plan developed.  The patient or his/her caregiver should express any concerns about their ability to follow and comply with the proposed care plan or course of treatment.

· The patient and his/her family are responsible for the outcome if they do not follow the care, service, or treatment plan.

PATIENT REPRESENTATIVE OFFICE [Patient Advocate]

The San Juan VA Medical Center strives to provide the best care available in the most courteous and efficient manner possible to our patients.  The Patient Representative Office is here to represent you and your family, and to process any concerns, complaints, or compliments that you may have.  It is vitally concerned about the quality of services that you receive here.  If you have any concern, you should first discuss it with the nursing staff or the physician.  If you are still worried or you feel an issue is not resolved to your satisfaction you may ask to speak with one of our patient representatives.  Their working hours, location and extensions are:

Monday through Friday 7:30 AM – 5:00 PM

Office is located in the first floor in front of the Voluntary Service (D1119B)

After working hours or if you wish to contact of by phone, please leave a message in the answering machine.  Please leave your name, social security number, and a telephone number where we can reach you.

Switchboard (787)-641-7582 Extensions 11486, 11725, or

1-800-449-8729 (Toll Free)

VISITORS' INFORMATION

A visit from your family members and friends is a welcome part of your hospital stay.  Since the recovery of our patients is of utmost importance to us, we have established the following rules:

· Visitors are expected to be quiet and orderly, and to obey all medical center rules and regulations.

· Visitors are not permitted in the recovery room following the surgery of a family member or friend.

· Under no circumstance visitors under 15 years old are not allowed on the hospitalized patient wards (4th to 9th floors) except in the Nursing Home, Nursing Home Transitional, and Hospice.  In some cases children will be allowed to visit a relative in an inpatient area if authorized by the veteran’s physician.

· Visitors who are less than 15 years of age will also be permitted in the outpatient areas.

· Children must not be left unattended at any time.

All persons, including visitors, who enter the Medical Center, must consent to the inspection of their packages, luggage and any other containers in their possession.  Those who decide not to allow these items to be inspected will be denied admission.  VA Police are responsible for ensuring that these procedures are enforced.

Information Desk

This service is located on the first floor at the main entrance of the hospital.  Voluntary Service Staff are at the desk on weekdays from 8:00 AM to 4:00 PM and can provide you with information concerning the location of:

· Visitor’s parking

· Inpatient services

· Offices and services in the hospital

Telephones with TTD (Telecommunication Dead Devices) are available for ambulatory patients with hearing impairments in the Audiology Service, Room D132, first floor.

Security personnel are available 24 hours a day; in the absence of the information desk staff, they will help you.

Please note the visiting hours:

General visiting hours

Daily, from 9:00 AM to 8:00 PM 

Intensive Care Units

Medical Intensive Care Unit (MICU)

Coronary Care Unit (CCU)

Coronary Intermediate Care Unit (ICCU)

Daily, from 1:30 PM – 2:00 PM; 6:30 PM – 7:00 PM

Visits are limited to 5 minutes and the number of visitors allowed varies, depending on the rules of the individual Intensive Care Unit and the patient's condition.  One visitor may stay in the room during an examination, if permitted by the physician.

Surgical Intensive Care Unit (SICU)

Daily, from 1:30 PM – 8:00 PM

Visits limited to 10 minutes per hour and a maximun of two visitors per patient.

Psychiatric Acute Inpatient Care Unit (PAICU)

Wednesdays, from 1:00 - 3:00 PM

Nursing Home

10:00 AM – 8:00 PM, daily

Children under 15 years of age are permitted.

Nursing Home Transitional and Hospice (2C-2)

24 hours a day

1. The Nursing Home Care Unit and the Nursing Home Transitional/Hospice (2C2) visiting hours will be as liberal as possible, and limited by the patients'/residents' personal preferences.

2. Children are welcome to visit patients/residents in Nursing Home Care Unit, Nursing Home Transitional/Hospice and Physical Medicine and Rehabilitation Ward.  However, young children must not be left unattended when in the building or on the grounds.

YOUR DECISIONS

Advance Directives

You are entitled to live your days as you choose.  Talk to your family and doctors about your health care wishes.  There may be come a time when you or your loved ones will have to make a decision.  It is important that you let them know what you want to do.  An Advance Directive is a legal form you fill out and sign letting others know about your health care wishes.  This can define the treatment that a patient is willing or not willing to have.  You may change your mind at any time about your decisions for treatment, but you should let us know.  The Advance Directives let your health care team know how you feel about:

· Being brought back to life if your breathing or heart stops

· Having a machine breathe for you

· Having a tube in your nose or your stomach so you can be fed if you are not longer able to eat

· Receiving donated blood

· Having a family member, or someone of your choosing, make decisions for you if you are not able to

· Donating body organs or tissue

· You have the right to do a declaration for mental health treatment to be used at the moment when you become incapable of giving and withholding informed consent for treatment.

Filling out Advance Directives

Advance directives information will be given at the admission area.  If not, your social worker can help you by providing the standard forms that you will need to state your decisions.  You do not need a lawyer to complete these forms.  Please feel free to ask your nurse for further information, if you need it.

1. Living Wills

As a mentally competent person, you have the right to be informed about your legal options for refusing or accepting medical care, if you become incapacitated.  You have the right to complete a Natural Death Directive (Living Will) or a Durable Power-of-Attorney for health care.  In addition, you may request “Do not Resuscitate” (DNR)" orders will be written if you are given a diagnosis of a terminal illness.  If you have questions or need assistance, you may contact your social worker at the Medical Center.

2. Durable Power of Attorney

You can choose a family member or someone else of your choice to make decisions about your health care, if you are unable to make decisions for yourself.  When this is put into writing it is called a "Durable Power of Attorney for your Health Care".  This becomes part of your record for Advance Directives.  This will let us know who is responsible for making decisions about your health care and how to contact them.  Make sure this person knows what your wishes are.  Should you not be able to make decisions for yourself, we may have to ask that person about life or death questions about your care.

3. Treatment Preference Form

Do you wish us to use donated blood for you?  If you suffer brain damage or go into a coma, what are your wishes?  When do you want life support machinery not to be used?  This form, as part of the Advance Directives and medical records, will help your doctor to know what treatment you want to follow.

4. Mental Health Treatment declaration

You have the right to inform in advance the mental health treatment that you would like to receive.  This declaration could include medications, electroshock, admission and retention in any mental health facility.

Remember:

· You may have more than one health problem.

· You can choose to be treated for one illness and not another.

· You can always change your mind at any time about any decision you may have made.

SAFETY AND PRIVACY

Release of Information (HIPPA)

According to the new HIPAA statute (Health Insurance Portability and Accountability Act), the VHA is providing you with the VA Notice of Privacy Practice.  The San Juan VAMC has implemented appropriate administrative, technical, and physical safeguard measures to protect your individual information against any anticipated threats or hazards to their security or integrity.  VHA employees can use the health information contained in your records, only while officially performing health care or administrative services.  The San Juan VAMC may disclose information from your official VHA records only with your written authorization, or when a Federal law allows it.

The information the VAMC may use and disclose about your health without your permission is for:

· Treatment
· Eligibility and enrollment for VA health care benefits
· Public health
· Research (with strict limitations)
· Abuse reporting
· Workers' compensation
· Payment
· Health care reimbursement
· Law enforcement
· Judicial or administrative proceedings
· Services
· Correctional facilities
· When required by law
· Family members or others involved with your care
· Health operations
· Coroner or funeral activities (with limitations) national security
· Health cares oversight
· Military activities
· Health or safety activities
Any request for disclosure of information need from your record is performed only by the Release of Information (ROI) Unit at HIMS.
You have the right to:

· Review your health information

· Obtain a copy of your health information

· Request that your health information be amended or corrected

· Request that we not use or disclose your health information

· Request that we provide your health information to you in an alternative way or at an alternative location in a confidential manner

· Request an accounting or list of disclosures of your health information

· Receive our VA Notice of the Privacy Practices upon request
· File a complaint regarding VHA privacy practices
All requests must be in writing and must be signed.  If you need to have someone to clarify any question regarding your rights to your health information or the existing privacy practice our center maintains, you may contact the Release of Information Unit or the privacy Officer at the Medical Center.

HIPAA Facility Directory Opt-Out Information

[Request to appear or not in the hospital directory]
· As a patient, you may request exclusion from the Facility Directory during your inpatient stay.

· VHA must not provide any information to the public about a patient who has opted-out of the directory.

· You may change your selection at any time during your inpatient stay by notifying the Health Unit Coordinator.

What are the consequences of opting-out?

If you request to be opted-out of the directory, the facility would not be able to disclose any information about you to anyone.
· Callers or visitors will not be given your name, location, or general condition.  This includes family, friends, non-VA clergy, colleagues, deliveries (such as flowers or cards) or anyone asking about you.

What are the consequences of not opting-out?

If you request to be included in the directory:

· The facility would be able to disclose information such as your name, location, or general condition to persons who ask for you by name.

· This is no different than the way things were done before this HIPAA requirement.
Security of Information Policy

The VHA Directive 6210 defines the policies and responsibilities for the establishment, implementation, maintenance, and oversight of the Automated Information Systems (AIS) security program within VHA. The VA has in the facility an Information Security Officer (ISO) to manage the AIS security program.  ISO must assure that AIS operates effectively and accurately, using appropriate technical, personnel, administrative, environmental, and telecommunications safeguards.  One of the responsibilities of the ISO is to assure that all your data is confidentially safeguarded, available when needed, and accurate at all times. For any additional information on the AIS Security Programs or the safeguarding of your data, you can communicate with your facility ISO.

Security / Practices Not allowed

An electronic surveillance system has been installed in the VA Hospital to prevent removing VA property.  Infractions carry serious penalties.  The VA may inspect all packages and bags brought in or out of the hospital.

Cellular Phones

The use of cellular phones is prohibited inside of the building because they may interfere with medical equipment.

Dangerous Weapons

Dangerous weapons (fire arms, clubs, etc.) are prohibited in this hospital.  If you have any weapons, they must be deposited in the Police Service Office on the first floor.

Drugs and Alcohol

Possession, sale or use of illicit drugs, narcotics or alcohol is prohibited on VA property.  This carries serious penalties.

Gambling and Commercial Transactions

Gambling, selling or engaging in commercial transactions of any kind is prohibited in the hospital grounds.

Property Damages

Anyone deliberately damaging VA property will be required to pay for the damage.  The removal of hospital property such as pajamas, sheets, covers, pillows, pillowcases and towels is not allowed.

Other Practices

· Gift giving or tips to any of our employees is not allowed.  Remind your family not to give gifts or tips.  It is our privilege to take care of you.

· Do not tape or record any conversation with healthcare team members or other patients without their permission.  Please direct any questions about your health care to your doctor or other members of your health care team.

· Photos are not allowed in any areas of the Hospital, unless authorized by official personnel.

Smoking

Smoking is not allowed in any building or on the premises of the hospital.  There are designated smoking areas outside the hospital such as:

· Area near the VA Credit Union (1st floor, back part of the main building)

· Ward 2C2 terrace (2nd floor)

· First and second floor terraces at the Nursing Home Building

IN-PATIENTS

When You Arrive

Automobile Parking

Parking facilities are limited at our hospital.  Parking by inpatients in our facilities during their hospitalization stay is not allowed.  Please ask a family member or friend to bring you to the medical center and pick you up when you leave.  The hospital will not be responsible for any damage that occurs to cars parked in our facilities.

Identification Bracelet

The identification bracelet placed on your wrist when you are admitted to the hospital should not be removed until you are discharged.  It will be used for positive identification.  Treatment cannot be given to you without proper identification.  In an emergency, this could save your life.  If your bracelet becomes damaged please tell your ward clerk or nurse; you can get a new one immediately.

Medications

When you are in the hospital, your doctor will order the medications you need during your hospital stay.  If you brought any medication from home, please let your doctor, nurse, or pharmacist know at once.  These medications will be returned to a family member, friend, or stored at the Pharmacy until you are discharged from the hospital.  You are to take only those medications provided by the nurses.

Money and Values

Money and valuables that you keep in your room are your responsibility.  We strongly recommend you sending to your home your valuables and money.  When in an emergency situation where a patient is admitted with no family member present, the admitting clerk will collect the patient’s valuables.  This clerk will instruct you or a family member how to claim any money or valuables received by the admitting clerk.  We suggest patients not to keep more than $5.00.

Your Hospital Stay

Absence from the Ward

While you are a patient here, please stay in the ward.  Treatment cannot be given, and the doctor cannot evaluate you if you are gone.  If you must leave, please always inform your ward nurse where you will be and sign the logbook.

Calling Your Nurse

A call button is located at your bedside.  When you press the button the nurse station will know that you need help.  A staff member will answer your call as soon as possible.

Conduct and Behavior

Please be kind to others while you and your visitors are here.  Speak in a low tone of voice and maintain the television volume low, so that you do not disturb any patients who may be resting.  If anyone bothers you by using a loud tone of voice or inappropriate language, let your nurse know as soon as possible.  Obscene words are not allowed in or out of your room or in the hallway.

Fire / Disasters

Our medical center has practice fire and disaster drills periodically, so that we will know what to do in case of a real emergency.  You may hear a fire alarm that announces a code that indicates where the fire is located.  When you hear a fire alarm, be calm and stay in your room.  It might be a drill.  If it were real, a staff member will direct you to a safe area.  In case of a hurricane or any other disaster, follow the instructions given to you by the staff in your area.

Mailroom

You may receive mail while hospitalized at the following address:

Write your full name, ward, and room number

℅ VA Medical Center

10 Calle Casia

San Juan, PR  00921-3201

If you have mail to send out, give it to your assigned social worker or unit clerk.  Please remember to put a stamp on it.  If you want to give the physical address to people who will visit while you are here, it is the same as the mailing address.  Our hospital switchboard number is (787)-641-7582.

Meals

The diet ordered for you by your physician is an important part of your health care treatment at this hospital.  Meals are planned to meet your nutritional needs.  The registered dietitian or technician will teach you and your family about the medical-nutritional therapy prescribed by the physician so you can continue to receive the special diet once you get home.  Please eat only the meals we serve you.  This is part of your medical treatment.  Our mealtime is as follows:

· Breakfast
6:45 to 8:00 AM

· Lunch

11:15 AM to 1:00 PM

· Dinner

4:15 to 6:00 PM

Foods from home, the cafeteria, or vending machines are not allowed, since they may affect your treatment.  If you have any concern about your diet please tell the ward nurse, and you will be referred to the registered dietitian who will discuss this with you.

Newspapers

All local papers are sold at the Retail Store located in the basement.  Local newspapers, the New York Times and Miami Herald, the Virgin Islands Daily News from St. Thomas and The St. Croix Abis are available at the Patient Information Center Library, on the 2nd floor, in front of the elevators.  The library also distributes local newspapers to the Nursing Home, CCU (Coronary Unit), and Wards 2B2, 2D2, and Nursing Home Transitional.

Passes

Ordinarily authorized passes will not be granted to short-term hospital patients (expected to stay less than 30 days) except for compelling reasons.  Such absences, when approved, may not exceed 48 hours.  Long-term care patients may be granted a period of authorized absence that will not exceed 96 hours, and only when if in the opinion of the patient’s physician, such absence is therapeutically indicated.  In general, a long-term care patient is a patient whose length of stay is expected to be 30 days or longer.

Your Safety

The healthcare team responsible for your care at the San Juan VAMC works hard to offer you the best medical services.  However, in order to make your treatment more effective, it is important that you and/or your healthcare giver take and active role in this process.  Your active participation in your medical treatment is vital to help you understand better its purpose and the instructions given.  If you are well informed, the opportunities for medical errors decrease.  Your healthcare providers are committed to keep you healthy, but you are also responsible for your treatment.

Things needed to avoid medical errors:

While you are hospitalized:

· Be involved in your health care

· Make sure that all your doctors know about all the medications you are taking, prescribed and over the counter medications or remedies (alternative medicine medications)

· Be sure that your doctor knows any allergy problems, as well as any adverse reaction to food and/or medications

· Remember, not to bring with you any medications or remedies

· Ask the purpose of your lab tests, exams, and any procedure requested

· If have a surgery, make sure that you and your doctor agree and are clear on exactly what will be done

· Be sure that your name and social security number are written correctly in your identification bracelet

· While hospitalized you could experience a fall as consequence of a medication, because of dizziness or health condition, or just because of being in a new place.  If you need help please notify your nurse

When you are discharge:

· Ask a family member to be with you when your doctor or nurse give you any instruction regarding your treatment

· Ask your doctor to explain all details regarding the treatment plan you will follow

· Before leaving, ask for a list of your medications

· Be sure that you understand the prescription

· Request information about your prescriptions to your doctor and your pharmacist; always ask:

· What is this medicine for?

· How I am suppose to take it and for how long?

· What side effects can occur?  What can I do if occur?

· Is this medication safe to take with other medications I am taking?

· What food, drink, or activities should I avoid while taking this medication?

· When you pick up your medications from the pharmacy, be sure that you receive the ones prescribed by your doctor

· If you have any questions about insturctions in your medication labels or you can not read them, ask your pharmacist

· Ask your pharmacist for the best device to measure your liquid medication (i.e. be sure of the difference between a tablespoon and a teaspoon)

Remember:

· If you do no understand something regarding your medical treatment or if you have any doubt or concern, ask

· Be sure that your healthcare team ( your physicians, nurses, pharmacists, dietists, etc.) knows all information regarding your health condition

· Be an active member of your healthcare being well informed and taking advantage of all resources available as it is the Veterans Library at the My HealtheVet electronic page and visiting your Patient Information Center Library.
Personal Items

Clothes and Toiletries

Each patient has a designated area to store his personal items, except in the Intensive Care Units.  We will provide pajamas and robes.  Patients are responsible for items such as socks, underwear, slippers, and personal care articles such as toothbrush, toothpaste, soap, brush, comb, safety razor, shaving cream, and deodorant.  These items can be brought from home or purchased at the Retail Store.  Patients from the Nursing Home Transitional, as well as residents in the Nursing Home may wear casual clothing.

Electrical Items

For your safety, we discourage the use of electrical items that you bring from home.  Leave electric irons and computers at home.  An inspection by the Engineering Service is needed before allowing the use of televisions, radios or electric razors.  Please ask the nursing supervisor in order to have these items inspected.  The VA is not responsible for your property, either if it is lost or stolen.

Telephones

Patient phone services are provided in all wards, excluding the Psychiatric Acute Inpatient Care Unit (PAICU), Medicine Intensive Care Unit (MICU), Surgical Intensive Care Unit (SICU), and Coronary Care Unit (CCU).  Telephone service will be available to patients from 7:00 AM to 10:00 PM every day for outside calls.  If a patient does not want a telephone, the ward nurses' station will be notified so that the phone can be removed from the room.  Patients should not remove telephones themselves and may not bring personal telephones or try to connect them to our telephone system.  Access is provided for local calling.  Accessing an appropriate carrier through a calling card (which can be purchased at the Retail Store) or having third party place a collect long distance call can be arranged.  Patients should report any problems with their telephone to the ward nurses' station.  Telephone service will be terminated if the patient makes abusive, harassing or inappropriate calls or if the patient's telephone is misused.

Patients with hearing impairments can request the installation of Telecommunication Deaf Devices (TDD) at extensions 14337 and 14338.

Physical Restraints

Physical restraints, if needed, will be used as the last alternative, and for the least time possible.  In a situation where your safety or the safety of others is compromised, the use of physical restraints might be indicated.  During this time all your care needs would be provided.  You will frequently be observed.  Restraints will be removed as soon as there is no risk that the patient will remove tubes, or injures himself/herself.

Pain management

Your Rights about Pain management

As a patient at this hospital you can expect:

· Information about pain and pain relief measures

· A concerned staff committed to pain prevention and management

· Health professionals who respond quickly to reports of pain

· State of the art pain management

· Dedicated pain relief specialists

Your Responsibilities about Pain management
As a patient at this hospital we expect you to:

· Ask your doctor or nurse what to expect regarding pain and pain management

· Discuss pain relief options with your doctors and nurses

· Work with your doctor and nurse to develop a pain management plan

· Ask for pain relief when pain first begins

· Help your doctor and nurse assess your pain

· Tell your doctor or nurse if your pain has not been relieved

· Tell your doctor or nurse about any worries you have about taking pain medication

When You Go Home, Discharge Procedures

The healthcare team will work with you to plan your discharge.  If you have any concerns about leaving the hospital, please let them know.  If you need a “return to work statement” discuss this with your doctor before leaving the hospital.  Make plans with family or friends to pick you up and to bring you personal clothing.

Follow-up Outpatient Care

After your discharge you may be asked to return for follow-up care in one of our surgical, medical or mental health outpatient clinics.  You should report to the clinic about 30 minutes before your scheduled appointment time.  The staff at the Information Desk is available to assist you if you need directions to the appropriate clinic.  When you come for a clinic visit you should bring with you all the medications you are currently taking.

Medications

The Outpatient Pharmacy (located in the OPA Building) will fill orders for medications that your doctor has prescribed for you to take home.  You can pick up your medications at the Outpatient Pharmacy window from 7:00 AM to 6:00 PM, Monday through Friday.  The Outpatient Pharmacy is also opened on weekends and holidays from 8:00 AM to 4:30 PM.  If you are discharged after 6:00 PM on weekdays or after 4:30 PM in a weekend or a holiday your medications can be picked up at the Inpatient Pharmacy (2nd floor).  Make sure that you understand what each medication is for and how you are going to take it.  For questions about your medications you can contact your pharmacist.

Hospital Linen

Hospital linen including towels, sheets, pajamas, underpads, blankets, ropes, etc. are property of the San Juan VA Medical Center for internal use only.  At the time of discharge patients leaving by ambulance need to have personal items such as pajamas and sheets.

Outpatient Satisfaction Survey

After you have returned home you may receive outpatient satisfaction questionnaires.  These are to be answered and returned on a voluntary basis.  In doing so you will be helping us to improve our customer service.  We will ask you to define how you rate and value the services you received from us.

THINGS YOU SHOULD KNOW

Autopsy

The San Juan VA Hospital is an educational and a research institution.  The purpose of an autopsy is to answer questions about the illness or cause of death of a deceased person.  Autopsies provide valuable information that help doctors save the lives of others.  In the event of a death, your relatives will be asked for the authorization for the autopsy.

Organ Donations

Organ donations represent a very special gift of life from people like you who are concerned for the needy.  Organ donors are needed to supply healthy organs for transplants.  For some people this therapy is the only available way their life can be saved.  It is for this reason that organ and tissue donations are of such importance.  If you need more information please contact Life Link of Puerto Rico at 1-800-558-0977, or ask your doctor.

Dual Care

If you receive medical treatment at the San Juan VA and also visit private physicians you are receiving dual care.  The VA offeres a full range of primary care and specialty services in our Medical Center and in the Outpatient Clinics.  However, some veterans choose to receive care from both, the VA and the private clinicians, which is known as dual care.

Conditions under which VA agrees to participate in Dual Care

· Your VA Provider is responsible for deciding what medications are right for you, and is under no obligation to re-write prescriptions or order tests for conditions that the VA Provider does not manage.

· VA has a Medicine Formulary.  If a private physician prescribes for you a drug that is not in our Formulary, the VA provider will abide by the Formulary, and may offer you another drug that is effective for your condition.

· If you choose to purchase a medicine prescribe by your private physician, you need to inform your VA Provider.  For your safety, this information will be included in your medical record.

· Some drugs require special laboratory monitoring, and will not be approved unless you agree to be monitored by the VA or provide the results of such monitoring to the satisfaction of your VA Provider.

What do I need to do if I want dual care?

Coordination of care becomes more important when more providers participate in your care.  You (or a person designated by you) must be active participant in making sure that medical information is shared among your providers.  For the VA to properly manage your care:

· You most be enrolled in the VA and have a VA Primary Care provider who is responsible for your general care.

· You need to tell both, your VA Provider and your non-VA physician, that you want to have your care coordinated.

· You must provide to VA information about your treatment, and copies of all test results done outside the VA.

· Your VA Provider needs to know the name, address, and telephone number of all your non-VA doctors.  You should also give your non-VA doctors the information about your VA Provider.

· For proper coordination of your care, it is important that you inform your VA Provider of changes in treatment made by your non-VA doctor.

· You are responsible for copayments for services provided ar VA, when these are applicable.

What is the role of my VA Provider in Dual Care?

· Your VA Provider will see you as needed to evaluate and provide safe care for your medical conditions, and will verify that the VA guidelines for health maintenance and disease prevention activities recommended by VA for your age and gender are complete.
· Your VA Providerwill review the health records and test results that yo provide from your non-VA care, and may advise changes in your treatment.
· Within certain limitations, if your VA Provider agrees with your non-VA doctor's treatment plan, your VA Provider may order your medications, supplies equipment, as long as they are in the VA Formulary.

· Your VA Provider may refer you to other VA specialists for consultation, and order specialized tests, following the guidelines and criteria established by the VA.

Insurance and Co-payments

The law allows the VA to bill third parties health insurance carriers for treatment provided to you for non-service connected conditions.  This means that the VA will be able to bill your insurance company for episodes of care that meet with appropriate compliance standards.  This includes policies held by you, your spouse, your guardian, etc.  The hospital is able to keep the funds collected from the insurance companies to better serve your needs as a patient is.  The VA will accept all payments from the insurance carrier as payment in full.  You will not be responsible for portions of the reimbursable bill that your insurance does not pay.  You will not be responsible for any deductible not paid by the third party insurance carrier.  However, you might be responsible for a co-payment (see below).  When you come to the VA, please bring your insurance card with you.

Co-payments

All veterans who register for care are placed in a VA Enrollment Priority Group.  Your priority group will depend on whether or not you are a service-connected veteran or a non-service-connected (NSC) veteran.  It my also depend on your income; this is determined by the Means Test.

1. Means Test - all veterans who are non-service connected (NSC) or service connected 0% and not receiving monetary benefits are required to complete a means test on a yearly basis.  You must provide VA information on your annual income and net worth to determine whether you are below or above the annually adjusted "Means Test" financial threshold.  A veteran's household income is considered when making this means test assessment.  Financial assessment includes income from:

· Social Security

· U.S. Civil Service Retirement

· U.S. Railroad Retirement

· Military Retirement

· Unemployment insurance

· Any other retirement income

· Total wages from all employers

· Interests and dividends

· Worker's compensations

· Black Lung benefits

· Assets such as market value of stocks, bonds, notes, individual retirement accounts, bank deposits, saving accounts, and cash

· Any other gross income for the calendar year prior to application for care

Veterans who refuse to complete a Means Test (Financial Assessment) at the time of enrollment will not be allowed to schedule any future appointments until the Means Test is completed.

2. What is a Geographical Means Testing? - In addition to comparing your income level with the annual Means Test Threshold, your income is now also compared to a Geographical Means Threshold, based on where you have your permanent home.  This means that the cost of living where you file your taxes determines the amount of any inpatient co-payments.

Annually the Congress establishes the veteran's maximum income to qualify in a priority group.  You may enroll by mailing or faxing a complete and signed the Application for Health Benefits (Form 1010EZ).  The VA will compare the information gathered from the veteran, the Social Security Administration, and the Internal Revenue Service.

Charges to Be Paid by You

Most non-service connected veterans and non-compensable 0% service connected veterans are required to take an annual Means Test.  The Means Test is a measure of your family income and assets.  If the income and assets are more than the Means Test threshold, you will be charged co-payment for each non-service connected outpatient visit or admission.  The amount of this Means Test co-payment is subject to change.  Non-service connected veterans who are required to take a Means Test, with family income/assets more than the Means Test levels, are classified as "Discretionary" and may obtain VA care if resources and facilities at this hospital are available and if the veteran agrees to make a co-payment.  For discretionary veterans (also called category C), payment of the reimbursable bill by the insurance company may lower the amount of the co-payment, but ultimately the co-payment bill is the responsibility of the veteran.

In summary, charges are:

1. Applicable to Veterans treated for medical conditions not connected to military service (NSC), whose annual income exceeds the established threshold by law (Category C.)

2. Service Connected Non-Compensable Veterans (SC 0%) whose annual family income exceed the established threshold by law and receive medical treatment for conditions not connected with military service  (NSC).

The Veterans Health Administration will provide medical and/or hospitalization services and Nursing Home care to the above patient categories, if they agree to pay the established deductibles, which are revised annually.  Although VA does not bill Medicare, we will require copy of your Medicare Card to establish registry.  Humanitarian emergencies will be billed at the established rate of $254.00 for each visit date.  For more information and specific charges you can contact the Medical Cost Care Funds (MCCF) Office.

In-patient Hospital Care

You may have to pay co-payments for in-patient hospital care if you:

· Are a non-service connected veteran and do not get paid for your service-connected disabilities (except WWI veterans, former POWs, veterans with a Purple Heart, and veterans receiving care for special eligibility conditions such as Agent Orange, Ionizing Radiation, Environment Exposition, Military Sexual Trauma, etc.) and
· Have an income above $25,162 (if single), $30,197 (if married), plus $1,688 for each additional dependent and above the Geographical Means Test Threshold or
· Have an income that is below the VA National Income Threshold and a Net Worth (assets) that exceeds $80,000.

Outpatient Care

If you have to pay an in-patient co-payment (as listed above), then you will have to pay the following outpatient co-payments:

· $15 for each basic care outpatient visit (Basic care is a visit to your primary care provider or to other primary care team members.  These visits do not require a referral.)

· $50 for each specially care outpatient visit (Special care is an outpatient visit in a clinic that does not provide primary care, and where patients are seen only by referral.  Some examples of specialty care provides are surgical services, audiology, eye, cardiology, etc.)

· $0 for preventive screening, immunizations (flu shots), lab tests, basic radiology, and EKGs when a physician does not have to be present during the test.

Medications

Priority group 1 (veterans 50%-100% service-connected disability) are exempt from all medications co-payments.  Veterans in priority groups 2 through 8 must pay a co-payment when receiving medications from the VA outpatient basis for treatment for a non-service-connected disability.  There is no medication co-payment for:

· Veterans receiving a VA non-service-connected pension, or
· Veterans with an income below $9,894, or
· Veterans receiving care for special eligibility conditions such as Agent Orange, Ionizing Radiation, Environment Exposure, Military Sexual Trauma, etc.

Hoptel

This service is provided only to patients with the need to stay in the hospital due to a medical procedure, outside a regular hospitalization.  The service is provided only to the patient; relatives are not covered by this service unless the relative shares the same patient's bedroom.  Those relatives who would like to stay with the patient during any hospitalization should do personal arrangements.  A facility that could be considered for this purpose is the Hotel Del Centro, located at the Centro Cardiovascular, Puerto Rico Medical Center, close to the VAMC.  All expenses are the responsibility of the patient's relative.  The following guidelines should be observed while staying at the Hotel del Centro:

· No smoking is allowed in the building, there are designated areas in the outside

· Alcoholic beverages and controled substances are prohibited

· Fire arms are prohibited

· It is highly recommended to leave valuables at home

· The VA will not provide food to patient's relatives or care providers.

Infection Control

If you are admitted with an infection or develop one during your hospitalization, depending on your type of infection, you may be assigned to a private room with restricted visitors.  Your physician or nurse can answer questions regarding isolation measures.

Lost and Found / Claims

Lost and Found is located in the Police and Security Service Operations Office, Outpatient Annex (OPA) Building Room 1E100.  The claims schedule is Monday through Friday from 8:00 AM to 4:00 PM.  After 4:00 PM and on weekends and holidays Lost and Found items are placed in temporary lockers at the Police Service Operations Room.  You can claim them the next working day.  For additional information please call extension 31251.

SERVICES FOR YOU

Audiology and Speech Pathology

Audiology and speech pathology services are available inpatient or outpatient, depending on your particular needs.  The total management care is geared toward the identification and remedial or compensation of deficits.  Modalities of treatment include direct patient care and training to relatives and caregivers.  The aural rehabilitation includes a comprehensive approach including the evaluation for hearing aids and auxiliary devices and the provision of the prosthetic devices as needed.  For the convenience of veterans with hearing aids, a technician is available on a daily basis and who can help you without an appointment.  The clinic is located on the first floor, room D-131, main building.  Your primary care physician may refer you for an evaluation if the need for rehabilitation arises.

Blind Rehabilitation

At the Blind Rehabilitation Center we train veterans who are legally blind (totally blind or with some functional vision) in the development of adapted skills and techniques that will provide them with the necessary tools for their independence. Specialized training is divided in skill areas, integrated to prepare the patient for independence in their home environment.  For more information, please call the VIST Coordinator (ext. 31291) or the Blind Rehabilitation Center (ext. 21141, 21143, 21144).

Chaplain

The primary mission of Chaplain services is to provide a religious ministry program to meet the needs of the patients.  It includes the following:

· Opportunities for religious worship in an appropriate setting

· A pastoral ministry to individual patients and ministration in crises such as critical illness or impeding death

· Sacramental ministry and pastoral counseling with individual patients in sufficient depth to meet they're needs.

There is a chapel located on the 2nd floor, Room A-269.  The Chapel is open from 7:30 AM to 4:30 PM.  Chaplains (ext. 12167) care about your spiritual needs and are always available for you and your family.  Ask a nurse if you need their services.

Catholic Services

Sunday Mass
10:30 AM
2nd floor
A-269, Chapel


2:30 PM
Nursing Home
Dining Room



Monday, Tuesday, Thursday and Friday Mass


12:00 N
2nd floor
A-269, Chapel

Wednesday


12:00 N
2nd floor
Eucharistic Room

Wednesday, Blessed Sacrament


10:00 AM
Nursing Home
Dining Room

Thursday
10:30 AM
Nursing Home



1:30 PM
4th floor
Ward 4B



4th Thursday each month
1:30 PM
Ward 4B


Protestant Services

Tuesday
10:00 AM

Nursing Home

Wednesday
12:00-12:30 PM
2nd floor
A-269

Thursday
9:00 AM
2nd floor
A-269

Other Preferences

Other religious preferences, such as Jewish, might be requested through the Chaplain Office, extension 12167.

Geriatric Services

Nursing Home

This 129-bed facility includes a range of diagnostic, therapeutic, rehabilitative and compassionate end-of-life care in an institutional setting.  It is staffed by nursing personnel who deliver services specified by interdisciplinary plans of care, that are developed for the purpose of restoring, optimizing and maintaining the patients’ level of function, autonomy and dignity.  The Nursing Home encompasses a range of service provisions.  These are determined by clinical assessment undertaken in a manner consistent with prevailing community practices and standards to determine the needs of the patients.

Respite

Nursing home services are provided for a period of two weeks.  The purpose is to provide the patient caregiver with time off to attend to personal matters.  Often this can prevent caregiver burnout.  This service is provided at the Contract Nursing Home or the VA Nursing Home Care Unit.  Additional information is available at the Geriatrics and Extended Care Unit located on the first floor of the Nursing Home.

Geriatric Primary Care Clinics

Primary care provided to geriatric patients is coordinated and interdisciplinary.  The services involved are medicine, nursing, psychosocial services, and preventive health services.  Health education is provided to patients and caregivers.  Referrals are made for specialty, rehabilitation and other levels of care, and follow-up by primary care provider and support team.
Geriatric Evaluation and Management Clinics (GEM)

It consists of a comprehensive, multidisciplinary evaluation on a targeted group of elderly patients, who will most likely benefit from these services.  The management component of GEM includes the development of an interdisciplinary plan of care, including treatment, rehabilitation, health promotion, and social service interventions.

Home-Based Primary Care (HBPC)

A program that provides primary care in the home, delivered by a physician-supervised interdisciplinary team composed of VA staff, to homebound veterans whose medical complexity and functional impairment precludes treatment in an ambulatory care setting.  It primarily serves permanently homebound patients needing long-term follow-up.  It also cares for terminally ill patients needing palliative care and temporarily homebound patients needing short-term follow-up.

The services provided include medical care, nursing care and education, rehabilitation services, nutritional counseling, social work services, clinical pharmacy services care management, and bereavement counseling.  HBPC provides medications, supplies, medical equipment, and facilitates home improvement and structural alterations.

Community Nursing Home

This is a program for placement of patients in the community under a system of case management provided directly by VA.  A contract is established between VAMC and the community nursing home facility after VAMC inspection team recommendations.  Patients are placed in CNH program mainly for custodial care and maintenance of function for a period not to exceed six months.

Community Residential Care

It is a program designed for the individual who is not in need of hospitalization or Community Nursing Home placement, but because of medical and/or psychiatric problems and the associated need for assistance and supervision with ADL’s, cannot live independently.

Homemaker

This program provides personal care services, obtained from public and private agencies to certain patients who meet the criteria for nursing home placement and may include assistance with independent activity daily living (IADL’s).

Home Telehealth Program

Home Telehealth Program (HTP) utilizes a seamless inter-disciplinary approach for coordinating care across all settings, episodes of illness and at the appropriate level of care through the mechanism of a care coordinator. The goal of the project is to implement and evaluate an innovative model of care coordination combined with state-of-the-art technology.  HTP goals are to increase access to care and reduce complications, hospitalizations, and clinic/ Emergency Room (ER) visits for high-risk veterans with diabetes.

Psychogeriatric Integrated Care Team

This team offers quality integrated mental health primary care services to the elderly patient and his/her family within an interdisciplinary team concept.  The care of the elderly cannot be the province of any one mental health profession because these patients have special needs in nearly every domain.

Mental and Behavioral Healthcare Facilities

Four professional sections that are integrated and coordinated with each other provide clinical services.  These are Psychiatry, Psychology, Social Work, and Chaplain.  In addition there are five Patient Care Lines as follows:

1. Mental Health Primary Care

· Counseling & Therapeutic Interventions

· Mental Health Primary Care Teams

· Brief Psychotherapy

· Family Therapy

· Psycho-educational Groups

· Mental Health Home Care

2. Substance Abuse

· Drug Dependence Clinic

· Alcohol Dependence Clinic

· Smoking Cessation Clinic

3. Psychosocial and Community Services

· Medicine and Surgery Units

· Primary Care (Medicine)

· Nursing Home Care

· Blind Rehabilitation, HIV/AIDS Patients and Homeless Program

· Foster Homes, Contract Nursing Homes, and Homemaker Program

4. Specialty Programs

· Neuropsychological Program

· Psychological Assessment Program

· Sexuality & Health Program

· Post Traumatic Stress Disorder Clinic (PTSD)

· Hepatitis Patients Program

5. Acute Care

· Psychiatric Acute Inpatient Care Unit (PAICU)

· Intake & Crisis Intervention Unit

· Day Hospital

· Consultation and Liaison Team

Patient and Family Education Program

The mission of the Patient Education Program is to help veterans and their beneficiaries to improve and maintain their health. Patient health education services are provided towards this goal.  Patient care providers teach patient and family health education.  They give the patient and his family knowledge and skills in health care.  They assist their students to demonstrate skills, verbalize knowledge and identify resources. Classes are offered on diabetes, weight management, smoking cessation and pain management.  Other specialized groups and clinics are offered.  Ask your nurse for information or to arrange for you or your family to attend these classes.  You will also find education material available at the unit level.  The Patients Information Center Library also has a variety of educational materials that can clarify questions about your condition and its treatment.

Patient Information Center Library

It is located in room A-261 on the second floor, next to the main elevators.  Its primary goal is to provide healthcare information resources to patients, their families, healthcare providers, and employees.  Much material can be found that supports the treatment and rehabilitation of hospitalized and ambulatory care patients, since a patient education collection is available.  The library collection includes fiction and non-fiction books written in both English and Spanish for your entertainment.

This library is opened from Monday to Friday from 8:00 A.M. to 4:30 P.M.  Special activities such as exhibits, displays, video showings, talks, and book bingo are promoted especially in commemoration of special events such as the National Library Week.  Hospitalized patients can borrow books for 7 days and outpatients from 15 to 30 days.  The Patient Information Center Library sponsors de closed circuit television program providing educational videos to patients and visitors while at the waiting areas in places like Primary Care, Specialty Clinics, Pharmacy, Emergency Room, etc.

My HealtheVet

¿Do you know how to use Internet?  ¿Would you like to learn?  If you have answered yes to any of these questions, then you can learn to use My HealtheVet a new communication channel that allows you to obtain information about the resources and services offered by the Department of Veterans Affairs.  It is and Internet based program that helps the veteran to work better with the health care providers and his/her family to achieve the best possible health.

What My HealtheVet allows you to do

· Get VA information and services online.

· Enter your own health information in a personal and secure section that you control.

· Record and track personal metrics such as blood sugar levels.

· Research consumer friendly health care education information.

· View key portions of your VA health record.

Access to services offered by My HealtheVet is by phases.  Each one offers you different services.  The Patients Librarian will inform you when each service will be available.

Features of My HealtheVet

· Access a veteran's health library that has information on medical conditions, medications, health news, and preventive health.

· View health information developed by the VA specifically for veterans.

· Use tools such as a prescription checker, health calculators, and self-assessment tools.

· Link easily to benefits and resources available in VA and other Federal sources.

Remember, the Patients Librarian is the person who can teach you how to access My HealtheVet, you are welcome to visit us anytime during the Patient Information Center Library working hours.

Electronic address:
http://www.myhealth.va.gov
Recreation

The Recreation Therapy Section operates within a systematic service delivery model based on patients/residents health needs.  As part of the Physical Medicine and Rehabilitation Service, it is implemented through personal interaction functions on a continuum of clinical care, education, and adapted recreational activities.  Identification of your needs, setting goals and ways to achieve those goals are the main purposes of the therapists.  Our program includes arts and crafts, music appreciation, leisure education, outings for re-integration to the community, gym and pool exercises, improvement of social skills, adapted sports, and passive activities.

Rehabilitation

A complete rehabilitation program is available to help in your physical and mental rehabilitation.  Your physician may refer you to a program where you will be evaluated and the need for therapies will be determined.  The program provides both inpatient and outpatient services depending on your particular needs.  Therapies most frequently recommended include physical, occupational, recreational, psychological and speech. A competent interdisciplinary team that works in collaboration with you to meet your needs and goals provides these therapies.  The main objective of the program is to help you attain and maintain necessary functional skills, which will enable you to reintegrate to your home and community.

Social Work Services

Social workers are available in the wards for consultation.  You can be referred to one or you, your family or significant other may make a direct request to see a social worker.  A social worker can help you with your psychosocial needs such as personal, financial and family problems.  They will also work conjointly with the ward team to help you plan your discharge from the hospital.  The social worker has information about many VA programs, community agencies and other resources that may be of benefit to you and your family.  If you need to talk to a social worker feel free to ask for their assistance.

Veterans' Benefits: Benefits, Counseling at the VA Medical Center [Contacto]

The San Juan Regional Office of the Department of Veterans Affairs is committed to providing benefits counseling, claims assistance, and information dissemination about VA benefits in its out-based location at the VA Medical Center.  This longstanding service focuses on direct assistance to inpatients and most recently, the service has been extended to outpatients.

The purpose of the Veterans Service Center Office in the VA Medical Center is to conduct personal interviews to assist with the veterans’ benefits of those who are hospitalized, and those who visit the hospital for scheduled medical appointments.  For telephone information about veteran benefits and claims, a toll free telephone service is available, 1-800-827-1000. The Veterans Service Center Office is located in Room D-1115, 1st floor of the San Juan VA Medical Center.  Office hours are from 7:00 AM to 2:30 PM, Monday through Friday, except federal holidays.

Voluntary Service

Our volunteers provide a variety of services to our veterans.  These include serving complimentary coffee at waiting areas, providing companionship, patient shopping assistance in the Retail Store, and providing recreation and entertainment activities.  Their visible blue or pink jackets and their photo identification badges easily identify volunteers.  For more information, please contact the Office of Voluntary Service at extensions 11531, 11532, 11533.

ATM

The ATM machine is located in the lobby and in the basement of the main building.

Bankers Services

Money orders can be purchased with a service fee of fifty cents (50¢) each on a cash basis only at the Credit Union on the first floor.

Canteen Service

This service is located in the basement close to the elevators.  It provides the following services:

· Retail Store - open from Monday through Friday from 6:00 AM to 5:00 PM and on Saturday from 9:30 AM to 4:00 PM.  The Retail Store is closed on Sundays and holidays.  The Retail Store sells quality goods for the comfort and convenience of our veterans.

· Cafeteria - is open Monday through Friday from 6:00 AM to 4:30 PM and Saturday from 9:15 AM to 3:15 PM.  It is closed on Sundays and holidays.  The Cafeteria offers a variety of food and beverage items daily.

· Barber Services - is open Monday through Friday from 7:00 AM to 3:30 PM and Saturdays from 9:15 AM to 3:30 PM.  It is closed on Sundays and Federal holidays.  The Barbershop offers haircuts and shaves for our veteran patients.  Ward services are scheduled for every Tuesday for the convenience of our bed-ridden veterans.  We provide services to females by two beauticians.

TELEPHONE DIRECTORY

Switch Board Number
787-641-7582

Toll free Number
1-800-449-8729

Admissions
31116

Alcohol and Drug Dependence Program
12322, 12112

Ambulatory Clinics - Toll free Number


Mayagüez
1-800-569-2356

Ponce
1-800-563-5086

Arecibo
1-866-874-6569

Guayama
1-866-242-9753

St. Croix
1-340-774-6674

St. Thomas
1-340-778-5755

Audiology and Speech Pathology
11579

Barber Shop
10321

Blind Rehabilitation
21141, 21143, 21144

Chaplain
12166, 12167

Emergency Room
31104

Escort Service
11529

Fee Basis
31228, 31226

Home Based/Primary Care 
22101

Information Desk [Counter]
31258

Information Security Officer
11384

Lost and Found
See Police and Security

Means Test, Office
11497,11501, 11508, 11509, 11511

Medical Cost Care Funds (MCCF)
11543, 11892, 11893, 11674

Nutrition [Diet]
10321

Patient Advocate
11486, 11725

Patient Education, Coordinator
13187

Patient Education, Nursing
12303

Patient Library
12165, 12163

Pharmacy Service
34554

Police Service
31251

Psychology
12373, 12374

Psychiatry
12149, 12220

Quality Manager
13137

Recreation Therapy
12149, 12220

Release of Information
31217

Services to Women Veterans
31422

Social Work
12101, 12102

Telecommunication Deaf Devices (TDD), installation requests
14337, 14338

Travel Unit
31233

Veterans' Benefits (Contacto)
1-800-827-1000

Voluntary Service
11531, 11532

Women Veterans Services
31233
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