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The 1st and 2nd Quarter FY03 SHEP results recently became available for both Inpatient and Outpatient.  This report is provided to share our most recent outcomes so that we can celebrate our achievements and identify areas of challenge for improvement.

Patient Satisfaction Results - Highlights:

A few notes about the SHEP process:  

· Scores from sites with fewer than 30 respondents are not represented; however those results are included in the VISN 2 network scores.

· For the Inpatient report, the referent period is the most recent hospital stay.

· Scores listed for Network 2 overall are for “All Bedsections” – including: Medicine, Neurology, Rehabilitation, Psychiatry, Surgery and SCI (as appropriate). Psychiatry scores are no longer excluded from this category.

· The quarterly SHEP reports represent the final reports, with adjusted data.  Raw data from patient responses to the survey is available via the IDEAS website and can be obtained on a more frequent basis and used to track performance related to specific improvement initiatives.  IDEAS data is not recommended for use for official reports, or to compare VISN 2 performance with others’.

· SHEP data is presented as “satisfaction” scores rather than the previous years’ “problem” scores. Higher scores are better.
· This is the OQP Website which has the SHEP reports and other information, including the questionnaires sent the patients:

http://vaww.oqp.med.va.gov/oqp_services/performance_measurement/shep.html
For the 6th year in a row, VISN 2 performance on the Provider Waiting Time measure from the Outpatient Survey of Healthcare Experiences of Patients (SHEP) surveys in 2003 led all VISNs.

Based on 2nd Quarter FY03 Inpatient SHEP Results, VISN 2 performance for all Bedsections was significantly better than the VA national average on the measure for Overall Quality.

· For Psychiatry Bedsection, VISN 2 performance was significantly better than the VA national average for: Overall Quality, Coordination of Care and Preferences

· For Medicine Bedsection, VISN 2 performance was significantly better than the VA national average for: Overall Quality

· For Surgery Bedsection, VISN 2 performance was significantly better than the VA national average for: Overall Quality

· For Rehab. Bedsections, VISN 2 performance was significantly better than the VA national average for: Overall Quality, Access, Coordination of Care, Courtesy, Education & Information, Emotional Support*, Physical Comfort*, Preferences* and Transition (* indicates VISN 2 ranked first on this dimension)

For the 2nd Quarter FY03 Outpatient SHEP results, VISN 2 ranked first on the following dimensions: Access, Preferences, Specialist Care, Visit Coordination, Overall Quality and Provider Wait Times

For the 2nd Quarter FY03 Outpatient SHEP results, several VISN 2 individual sites/clinics were ranked among the top 10 for all VA sites for the following dimensions (*indicates clinic ranked first):

· Access:  Malone* and Binghamton CBOCs

· Courtesy: Rome CBOC

· Provider Wait Times: Schenectady, Binghamton CBOCs and VAMC Canandaigua

· Emotional Support: Malone CBOC

· Pharmacy Mailed: Troy CBOC

· Pharmacy Pickup: Batavia*, Rome CBOC

· Specialist Care: Elmira CBOC

The data included in this file is FY03 Qtr 1 and Qtr 2 Inpatient SHEP results for VISN 2 – the file includes a “ranking” worksheet for VISN 2 for each Bedsection category, along with a detailed report of VISN 2 facility performance for each Bedsection category:
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Our 2003 results tell us that we have room for improvement with our inpatients’ satisfaction.  We need to embrace the principles of patient-centered care, excellent customer service and strong communication with our patients. There are many workgroups underway across VISN 2, developing and using “tools” such as the On-Demand system, the Patient Education Envelope, Patient Binder, 48-Hour Post Discharge Phone Calls, Scripting, Point of Service Contacts, Service Recovery/Comping and there’s our new initiative “Optimizing Patient Flow across the Continuum of Care in VISN 2” which is launching in early FY04.  The VISN 2 Customer Service Council is ready to facilitate & support as consultants any Care Lines, Medical Centers, or work groups on improvement actions.  Goals for improving Inpatient Satisfaction are also appropriate for N2 FY2004 Goalsharing teams.

The data included below is FY03 Qtr 2 Outpatient SHEP results for VISN 2 – there is a worksheet within the file for each Medical Center & associated CBOCs. Also included is an Outpatient SHEP file with table of our ranking as a VISN for Qtr 2 FY03 and a comparison to an FY02 ranking table.
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From the FY03 Qtr 2 national SHEP report:

Results Summary: 

All survey administration criterion (sample size, patient eligibility criterion, etc.) and statistical methods employed are identical to those used in all the FY2002 Outpatient SHEP surveys.  However, dissimilarity in case mix, seasonality, and patient demographics may account for differences in results between FY03Q2 and previously reported results.  This should be kept in mind when comparing these results, with previously reported results.

These results indicate scores seemingly better than those reported in Q2 FY02.  While scores appear to be more positive in nature, no statistical comparisons were made with previous time periods.  Nationally all of the 13 VHSS scores measured in this report were at least one point higher than in Q2 FY02.  The largest improvement was in Pharmacy Pickup (the worst performing VHSS in respective samples) with an increase of 4.68 points.  Pharmacy Mailed had the next greatest improvement with a 3.59 point increase from Q2 FY02 to Q2 FY03.  Provider Wait Times had the next greatest change with a 3.63 point increase. 

Provider Wait Times had the greatest range of scores at the VISN level (53.28, 85.35), far eclipsing Pharmacy Pickup as the VHSS with next greatest range (51.47, 69.62).  In addition, Provider Wait Times and Pharmacy Pickup were the poorest performing VHSS with national averages of 67.52 and 60.91 respectively.  Courtesy continues to be the highest scoring VHSS (93.94) and has the narrowest range (91.40, 96.07).

Some VISNs had many of their VHSS score significantly higher than the national average in Q1.  For example, both VISN 1 and VISN 2 had significantly higher scores in 9 of the 13 VHSS.  The results suggest that these VISNs are performing very well as measured by the full spectrum of patient satisfaction measures.

Our strong performance in outpatient satisfaction continues, both in the VISN as a whole and at individual sites/CBOCs. And we continue to improve even as other VISNs (and thus the overall VA performance) improves as well.  We have much to be proud of!

This report was prepared by Fabiane Erb, Staff Assistant to Director/Customer Service Coordinator, VAWNYHS.  Questions should be referred to the author.
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FY03-Qtr 2

		

		VA Survey of Healthcare Experiences of Patients

		(Outpatient) Quarter 2, Fiscal Year 2003

		Dimension		VISN 2		N2 Rank		VA

		Access		85.34+		1		76.13

		Continuity of Care		78.03		4		75.9

		Courtesy		95.85+		4		93.94

		Education & Information		72.32+		2		69.31

		Emotional Support		82.73+		4		80.54

		Overall Coordination		74.91		3		72.65

		Preferences		83.11+		1		79.61

		Specialist Care		80.91+		1		76.6

		Visit Coordination		85.76+		1		82.64

		Overall Quality		78.64+		1		73.55

		Provider Wait Times		85.25+		1		67.52
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VA Survey of Healthcare Experiences of Patients



(Outpatient) Report 2002
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VA Survey of Healthcare Experiences of Patients


(Outpatient) Report 2002


Dimension VISN 2 N2 Rank VA Nat'l


Access 86.1 1 76.4


Courtesy 96.2 1 93.6


Continuity of Care 76.4 5 74.7


Education & 


Information


71.9


4


68.4


Emotional Support 84.4 4 80.3


Overall Coordination 76.0 1 72.9


Overall Quality 82.4 1 71.9


Pharmacy Mailed 74.7 8 75.6


Pharmacy Pickup 72.4 1 59.0


Preferences 83.3 1 78.9


Provider Wait Times 83.4 1 66.9
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N2 SHEP chart-ranking


			VA Survey of Healthcare Experiences of Patients


			(Outpatient) Report 2002


			Dimension			VISN 2			N2 Rank			VA Nat'l


			Access			86.1			1			76.4


			Courtesy			96.2			1			93.6


			Continuity of Care			76.4			5			74.7


			Education & Information			71.9			4			68.4


			Emotional Support			84.4			4			80.3


			Overall Coordination			76.0			1			72.9


			Overall Quality			82.4			1			71.9


			Pharmacy Mailed			74.7			8			75.6


			Pharmacy Pickup			72.4			1			59.0


			Preferences			83.3			1			78.9


			Provider Wait Times			83.4			1			66.9


			Specialist Care			76.2			4			74.7


			Visit Coordination			84.9			1			82.2








N2 - rev vers


			VISN			1			2			3			4			5			6			7			8			9			10			11			12			13			14			15			16			17			18			19			20			21			22			Nat'l


			Access			79.6			83.9			70.8			78.2			75.1			67.1			70.0			70.5			73.5			78.8			74.3			74.1			79.8			78.7			75.1			70.7			67.6			75.6			77.4			79.6			75.0			71.8			73.91


			Courtesy			94.9			95.2			91.4			93.9			92.8			91.1			90.8			91.3			92.4			93.9			91.3			93.2			94.9			94.9			92.4			91.7			90.7			93.0			94.6			94.8			92.3			92.7			92.56


			Continuity of Care			75.5			76.3			72.2			77.9			72.9			73.1			73.7			77.3			76.3			71.7			71.8			68.9			72.9			73.9			77.7			75.9			70.1			79.7			74.9			78.0			72.6			74.4			74.67


			Education & Information			71.0			69.8			63.3			68.8			67.8			64.9			65.5			65.0			68.6			66.0			63.2			65.7			70.2			67.3			65.6			66.6			64.8			67.4			69.9			70.8			67.2			66.4			66.74


			Emotional Support			83.6			82.3			75.6			79.5			77.9			76.8			78.5			79.0			79.2			77.5			74.8			78.2			82.8			78.7			76.1			78.4			76.0			79.8			83.8			83.9			79.9			78.7			78.92


			Overall Coordination			73.0			73.8			68.4			73.4			70.4			68.8			68.8			70.5			71.9			70.6			68.1			67.6			70.5			69.8			69.3			69.8			67.2			71.1			71.9			71.8			68.4			66.9			70.03


			Overall Quality			77.1			78.3			66.5			74.0			70.7			67.5			67.3			69.6			72.9			72.1			67.4			70.1			76.5			75.7			68.6			70.1			67.0			73.9			75.4			76.9			73.0			69.8			70.24


			Pharmacy Mailed			80.6			77.2			72.4			76.3			77.8			72.7			73.0			73.6			76.8			76.2			72.4			77.4			77.2			79.0			72.1			78.2			72.2			76.2			78.0			75.1			80.2			75.7			74.91


			Pharmacy Pickup			60.5			64.7			47.1			58.4			53.1			49.2			52.8			52.0			60.2			61.1			55.1			56.3			60.9			63.4			54.3			60.1			52.0			56.3			64.4			54.0			59.4			59.3			56.23


			Preferences			81.3			81.6			76.7			79.9			78.8			75.0			75.6			76.7			78.2			78.0			74.4			78.1			80.2			77.1			76.9			77.0			74.7			77.6			79.2			80.1			77.2			76.5			77.52


			Provider Wait Times			74.7			81.6			57.5			70.6			65.5			49.4			55.2			61.8			56.8			70.6			63.9			61.0			71.8			69.7			64.6			50.6			48.1			69.6			70.5			74.8			70.5			63.1			62.74


			Specialist Care			77.5			76.6			72.8			76.2			76.5			72.2			73.5			72.8			76.9			75.6			71.7			75.3			77.5			76.6			74.5			74.7			71.6			74.6			74.7			79.0			74.8			72.2			74.56


			Visit Coordination			84.3			85.3			81.7			83.6			82.5			80.2			80.9			78.5			83.7			83.4			80.2			82.4			84.9			85.0			83.4			80.4			78.0			82.5			84.0			81.8			80.9			78.8			81.57








2002 Nat'l Results


			VISN			1			2			3			4			5			6			7			8			9			10			11			12			13			14			15			16			17			18			19			20			21			22			Nat'l


			Access			79.6			83.9			70.8			78.2			75.1			67.1			70.0			70.5			73.5			78.8			74.3			74.1			79.8			78.7			75.1			70.7			67.6			75.6			77.4			79.6			75.0			71.8			73.91


			Courtesy			94.9			95.2			91.4			93.9			92.8			91.1			90.8			91.3			92.4			93.9			91.3			93.2			94.9			94.9			92.4			91.7			90.7			93.0			94.6			94.8			92.3			92.7			92.56


			Continuity of Care			75.5			76.3			72.2			77.9			72.9			73.1			73.7			77.3			76.3			71.7			71.8			68.9			72.9			73.9			77.7			75.9			70.1			79.7			74.9			78.0			72.6			74.4			74.67


			Education & Information			71.0			69.8			63.3			68.8			67.8			64.9			65.5			65.0			68.6			66.0			63.2			65.7			70.2			67.3			65.6			66.6			64.8			67.4			69.9			70.8			67.2			66.4			66.74


			Emotional Support			83.6			82.3			75.6			79.5			77.9			76.8			78.5			79.0			79.2			77.5			74.8			78.2			82.8			78.7			76.1			78.4			76.0			79.8			83.8			83.9			79.9			78.7			78.92


			Overall Coordination			73.0			73.8			68.4			73.4			70.4			68.8			68.8			70.5			71.9			70.6			68.1			67.6			70.5			69.8			69.3			69.8			67.2			71.1			71.9			71.8			68.4			66.9			70.03


			Overall Quality			77.1			78.3			66.5			74.0			70.7			67.5			67.3			69.6			72.9			72.1			67.4			70.1			76.5			75.7			68.6			70.1			67.0			73.9			75.4			76.9			73.0			69.8			70.24


			Pharmacy Mailed			80.6			77.2			72.4			76.3			77.8			72.7			73.0			73.6			76.8			76.2			72.4			77.4			77.2			79.0			72.1			78.2			72.2			76.2			78.0			75.1			80.2			75.7			74.91


			Pharmacy Pickup			60.5			64.7			47.1			58.4			53.1			49.2			52.8			52.0			60.2			61.1			55.1			56.3			60.9			63.4			54.3			60.1			52.0			56.3			64.4			54.0			59.4			59.3			56.23


			Preferences			81.3			81.6			76.7			79.9			78.8			75.0			75.6			76.7			78.2			78.0			74.4			78.1			80.2			77.1			76.9			77.0			74.7			77.6			79.2			80.1			77.2			76.5			77.52


			Provider Wait Times			74.7			81.6			57.5			70.6			65.5			49.4			55.2			61.8			56.8			70.6			63.9			61.0			71.8			69.7			64.6			50.6			48.1			69.6			70.5			74.8			70.5			63.1			62.74


			Specialist Care			77.5			76.6			72.8			76.2			76.5			72.2			73.5			72.8			76.9			75.6			71.7			75.3			77.5			76.6			74.5			74.7			71.6			74.6			74.7			79.0			74.8			72.2			74.56


			Visit Coordination			84.3			85.3			81.7			83.6			82.5			80.2			80.9			78.5			83.7			83.4			80.2			82.4			84.9			85.0			83.4			80.4			78.0			82.5			84.0			81.8			80.9			78.8			81.57


			2002 National Results:  All Clinics
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N2 ranking-All bedsect.

		2003 - Q1 & Q2 Inpatient SHEP - VISN 2 - All Bedsections

		Dimension		VISN 2		N2 Rank		VA

		Access		78.28		13		78.88

		Coordination of Care		76.37		12		76.66

		Courtesy		87.36		10		87.47

		Education & Information		63.93-		15		65.29

		Emotional Support		61.95		11		62.35

		Family Involvement		71.69-		18		73.39

		Physical Comfort		78.53		10		78.56

		Preferences		69.85		14		70.82

		Transition		67.16		6		66.43

		Overall Quality		76.88+		8		73.45

		A minus (-) sign means performance is significantly worse than VA average

		A plus (+) sign means performance is significantly better than VA average





Qtr 2-03-N2 breakout-All bedsec

		Facility Name		Bedsection		Access		Coordination of Care		Courtesy		Education & Information		Emotional Support		Family Involvement		Physical Comfort		Preferences		Transition		Overall Quality

		VA National		All Bedsections		78.88		76.66		87.47		65.29		62.35		73.39		78.56		70.82		66.43		73.45

		VISN 2		All Bedsections		78.28		76.37		87.36		63.93-		61.95		71.69-		78.53		69.85		67.16		76.88+

		Albany		All Bedsections		80.93+		78.84+		87.01		63.79		59.71-		73.78		77.31		68.84		67.77		77.88+

		Bath		All Bedsections		88.7+		80.01		91.04+		65.26		66.61		71.97		82.59		70.09		67.84		90.9+

		Buffalo		All Bedsections		72.55-		72.63-		84.64-		62.12-		60.37		71.07-		77.29		69.17		65.24		72.28

		Canandaigua		All Bedsections		*		*		*		*		*		*		*		*		*		*

		Syracuse		All Bedsections		81.13+		78.26+		90.03+		65.78		64.47+		70.92-		79.15		71.15		69.91+		79.18+

		* Less than 30 Respondents				"+" "-" Indicate Results that are Significantly Better "+" or Worse "-" than the National Average





N2 ranking-Psych Bedsect

		2003 - Q1 & Q2 Inpatient SHEP - VISN 2 - Psychiatry Bedsection

		Dimension		VISN 2		N2 Rank		VA

		Access		71.85		11		72.35

		Coordination of Care		74.55+		4		71.47

		Courtesy		77.52		17		79.37

		Education & Information		56.59		7		55.66

		Emotional Support		48.4		7		47.47

		Family Involvement		67.34		13		68.62

		Physical Comfort		74.1		10		73.49

		Preferences		61.55+		5		58.93

		Transition		54.47		6		52.88

		Overall Quality		64.44+		5		60.62

		A minus (-) sign means performance is significantly worse than VA average

		A plus (+) sign means performance is significantly better than VA average





Qtr 2-03-N2 breakout-Psych

		Facility Name		Bedsection		Access		Coordination of Care		Courtesy		Education & Information		Emotional Support		Family Involvement		Physical Comfort		Preferences		Transition		Overall Quality

		VA National		Psychiatry Bedsect.		72.35		71.47		79.37		55.66		47.47		68.62		73.49		58.93		52.88		60.62

		VISN 2		Psychiatry Bedsect.		71.85		74.55+		77.52		56.59		48.40		67.34		74.10		61.55+		54.47		64.44+

		Albany		Psychiatry Bedsect.		*		*		*		*		*		*		*		*		*		*

		Bath		Psychiatry Bedsect.		*		*		*		*		*		*		*		*		*		*

		Buffalo		Psychiatry Bedsect.		63.69-		70.14		71.44-		54.90		47.52		61.92-		73.47		60.07		58.69+		55.91

		Canandaigua		Psychiatry Bedsect.		*		*		*		*		*		*		*		*		*		*

		Syracuse		Psychiatry Bedsect.		*		*		*		*		*		*		*		*		*		*

		* Less than 30 Respondents				"+" "-" Indicate Results that are Significantly Better "+" or Worse "-" than the National Average





N2 ranking-Med Bedsect

		2003 - Q1 & Q2 Inpatient SHEP - VISN 2 - Medicine Bedsection

		Dimension		VISN 2		N2 Rank		VA

		Access		76.9		16		78.13

		Coordination of Care		74.22		19		75.67

		Courtesy		88.51		7		87.75

		Education & Information		62.57		15		64.27

		Emotional Support		62.56		9		62.5

		Family Involvement		70.37-		19		72.8

		Physical Comfort		79.09		11		79.38

		Preferences		68.18-		18		70.93

		Transition		65.37		11		65.61

		Overall Quality		77.42+		8		73.62

		A minus (-) sign means performance is significantly worse than VA average

		A plus (+) sign means performance is significantly better than VA average





Qtr 2-03-N2 breakout-Medicine

		Facility Name		Bedsection		Access		Coordination of Care		Courtesy		Education & Information		Emotional Support		Family Involvement		Physical Comfort		Preferences		Transition		Overall Quality

		VA National		Medicine Bedsect.		78.13		75.67		87.75		64.27		62.50		72.80		79.38		70.93		65.61		73.62

		VISN 2		Medicine Bedsect.		76.90		74.22		88.51		62.57		62.56		70.37-		79.09		68.18-		65.37		77.42+

		Albany		Medicine Bedsect.		80.29		77.02		89.86+		60.34-		56.56-		71.85		78.53		66.16-		63.12		80.38+

		Bath		Medicine Bedsect.		88.4+		79.76+		91.01		64.81		66.56		71.67		82.55		69.96		67.46		90.53+

		Buffalo		Medicine Bedsect.		70.7-		69.91-		86.09		59.78-		61.26		69.80		77.86		68.79		62.86		73.46

		Canandaigua		Medicine Bedsect.		*		*		*		*		*		*		*		*		*		*

		Syracuse		Medicine Bedsect.		79.88		76.79		90.15+		66.65		65.97+		69.73		79.62		67.65		68.89		77.20

		* Less than 30 Respondents				"+" "-" Indicate Results that are Significantly Better "+" or Worse "-" than the National Average





N2 ranking-Surg Bedsect

		2003 - Q1 & Q2 Inpatient SHEP - VISN 2 - Surgery Bedsection

		Dimension		VISN 2		N2 Rank		VA

		Access		83.55		13		83.72

		Coordination of Care		81.2		13		81.72

		Courtesy		90.11		14		90.4

		Education & Information		71.1		16		72.67

		Emotional Support		67.07		16		68.84

		Family Involvement		77.85		12		77.49

		Physical Comfort		78.8		15		79.09

		Preferences		77.04		9		76.08

		Transition		76.91		4		75.17

		Overall Quality		82.38+		11		79.02

		A minus (-) sign means performance is significantly worse than VA average

		A plus (+) sign means performance is significantly better than VA average





Qtr 2-03-N2 breakout-Surgery

		Facility Name		Bedsection		Access		Coordination of Care		Courtesy		Education & Information		Emotional Support		Family Involvement		Physical Comfort		Preferences		Transition		Overall Quality

		VA National		Surgery Bedsect.		83.72		81.72		90.40		72.67		68.84		77.49		79.09		76.08		75.17		79.02

		VISN 2		Surgery Bedsect.		83.55		81.20		90.11		71.10		67.07		77.85		78.80		77.04		76.91		82.38+

		Albany		Surgery Bedsect.		87.33+		84.18+		91.51		75.41		71.73		83.54+		80.06		78.56		80.18+		86.26+

		Bath		Surgery Bedsect.		*		*		*		*		*		*		*		*		*		*

		Buffalo		Surgery Bedsect.		81.44		79.98		88.89		71.53		65.65		78.75		78.11		75.77		74.59		79.46

		Canandaigua		Surgery Bedsect.		*		*		*		*		*		*		*		*		*		*

		Syracuse		Surgery Bedsect.		82.21		79.68		90.09		66.31-		64-		71.3-		78.14		76.93		76.31		81.81

		* Less than 30 Respondents				"+" "-" Indicate Results that are Significantly Better "+" or Worse "-" than the National Average





N2 ranking-Rehab Bedsect

		2003 - Q1 & Q2 Inpatient SHEP - VISN 2 - Rehab Bedsection

		Dimension		VISN 2		N2 Rank**		VA

		Access		89.4+		2		84.41

		Coordination of Care		82.52+		2		80.14

		Courtesy		92.46+		2		89.22

		Education & Information		70.89+		3		67.52

		Emotional Support		74.16+		1		63.23

		Family Involvement		72.66		4		72.67

		Physical Comfort		84.09+		1		74.05

		Preferences		79.91+		1		72.05

		Transition		73.8+		2		67.6

		Overall Quality		83.48+		2		78.28

		A minus (-) sign means performance is significantly worse than VA average		** There are only 6 VISNs which have Rehab results

		A plus (+) sign means performance is significantly better than VA average





Qtr 2-03-N2 breakout-Rehab

		Facility Name		Bedsection		Access		Coordination of Care		Courtesy		Education & Information		Emotional Support		Family Involvement		Physical Comfort		Preferences		Transition		Overall Quality

		VA National		Rehab Bedsect.		84.41		80.14		89.22		67.52		63.23		72.67		74.05		72.05		67.60		78.28

		VISN 2		Rehab Bedsect.		89.4+		82.52+		92.46+		70.89+		74.16+		72.66		84.09+		79.91+		73.8+		83.48+

		Albany		Rehab Bedsect.		*		*		*		*		*		*		*		*		*		*

		Bath		Rehab Bedsect.		*		*		*		*		*		*		*		*		*		*

		Buffalo		Rehab Bedsect.		*		*		*		*		*		*		*		*		*		*

		Canandaigua		Rehab Bedsect.		*		*		*		*		*		*		*		*		*		*

		Syracuse		Rehab Bedsect.		90.37+		83.22+		92.91+		71.66+		74.74+		73.52+		84.36+		80.04+		73.4+		83.96+

		* Less than 30 Respondents				"+" "-" Indicate Results that are Significantly Better "+" or Worse "-" than the National Average
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Introduction:
We are pleased to provide your VISN with results derived from the FY 2003 Q2 Survey of Healthcare Experiences of Patients or SHEP.  As you may recall, SHEP was designed and launched in 2002 in order to consolidate the informational content of VHA survey processes into one instrument by uniting the collection of patient satisfaction, functional status, and healthy behavior data into one survey instrument.  This workbook will focus on the Veteran Health Service Standards, Overall Quality, and Provider Wait Times.  

Results are organized into the following worksheets: 1) Demographic information at the national, VISN, VAMC, and clinic levels; 2) National and network data at a glance; 3) National, VISN, VAMC, and clinic level data for your network.  

New in FY 2003:
In order to help identify top performing clinics and facilities, we have added worksheets of the top 10 performers (clinics and facilities) for each VHSS.

This format will be used to report the core findings from SHEP for each VISN, as well as future special analyses and analyses of functional status and healthy behavior data.  A web-based application has been developed to support online dynamic access to SHEP data as it is collected.  These near real-time results are reported via a link on the OQP web page to NRC/IDEAS.  It is important to note that data on the IDEAS site have not been weighted or risk adjusted, and will not be used as official results. The IDEAS data are provided to guide your local performance improvement efforts.  For more information on IDEAS, please follow the link below:

Survey Administration Summary: 
All patients having received provider-based ambulatory care in January, Februrary, or March of 2003 and who had not been selected for participation in a previous SHEP survey in the past 12 months were eligible.  All sites (STA5A) providing such care were included.  Samples of patients were drawn at each of these sites.  Sample sizes were customized for each site based on past performance, previous response rates, and the number of eligible patients at that particular site.  A survey was mailed to randomly selected patients the following month; e.g., patients receiving care in January, were mailed a survey in Februrary.  Those patients who did not return a survey 4 weeks after the initial mailing were mailed a second survey.  Data collection was closed 8 weeks after the initial mailing.  For a more complete description of the survey administration, please see the technical notes.

Statistical Methods Summary:
All VHSS scores that appear in this report have been risk-adjusted to compensate for cross-sectional differences among networks (or facilities or clinics) of the age and health status of their respondents.  These characteristics are known to have the greatest influence on patients’ ratings of medical care.  The overall satisfaction question (Q56) was also risk-adjusted for age and health status.  However, results for Provider Wait Times was not risk-adjusted.  All results reported here are weighted to accurately reflect the volume of patients seem at a particular site.  Sampling weights are calculated at the clinic level as the ratio of the number of patients meeting the eligibility requirements to the number of patients selected at the clinic.  For a more complete description of the methods, please see the technical notes.

Results Summary: 
All survey administration criterion (sample size, patient eligibility criterion, etc.) and statistical methods employed are identical to those used in all the FY2002 Outpatient SHEP surveys.  However, dissimilarity in case mix, seasonality, and patient demographics may account for differences in results between FY03Q2 and previously reported results.  This should be kept in mind when comparing these results, with previously reported results.

These results indicate scores seemingly better than those reported in Q2 FY02.  While scores appear to be more positive in nature, no statistical comparisons were made with previous time periods.  Nationally all of the 13 VHSS scores measured in this report were at least one point higher than in Q2 FY02.  The largest improvement was in Pharmacy Pickup (the worst performing VHSS in respective samples) with an increase of 4.68 points.  Pharmacy Mailed had the next greatest improvement with a 3.59 point increase from Q2 FY02 to Q2 FY03.  Provider Wait Times had the next greatest change with a 3.63 point increase. 

Provider Wait Times had the greatest range of scores at the VISN level (53.28, 85.35), far eclipsing Pharmacy Pickup as the VHSS with next greatest range (51.47, 69.62).  In addition, Provider Wait Times and Pharmacy Pickup were the poorest performing VHSS with national averages of 67.52 and 60.91 respectively.  Courtesy continues to be the highest scoring VHSS (93.94) and has the narrowest range (91.40, 96.07).

Some VISNs had many of their VHSS score significantly higher than the national average in Q1.  For example, both VISN 1 and VISN 2 had significantly higher scores in 9 of the 13 VHSS.  The results suggest that these VISNs are performing very well as measured by the full spectrum of patient satisfaction measures.

http://vaww.oqp.med.va.gov/general/IDEAS.asp



Demographics

		FY 2003 Second Quarter SHEP Results

																Gender				Self-Reported Race												Age Group								Self-Reported Health Status												Self-Reported Education										Era of Service

		Facility Name		Facility Numbers		Selected		Unable To Contact		Contacted		Responded		Response Rate		Female		Male		White (Caucasian)		Black or African American		Asian		Native Hawaiian/Pacific Islander		American Indian/ Alaska Native		Race Not Reported		Less Than 50		50 - 64		65 - 74		75 +		Excellent		Very Good		Good		Fair		Poor		Not Reported		Less Than High School		HS Grad (or GED)		Some College		College Grad or Beyond		Not Reported		WW I & II		Korea		Vietnam		GulfWar		Other

		National				108,645		1,889		106,756		76,993		72.12		3,546		73,447		65,151		6,266		508		229		2,061		2,778		13,590		17,137		22,607		23,659		2,018		11,820		28,322		24,714		8,493		1,626		15,385		25,294		21,558		12,859		1,897		21,925		23,555		28,476		2,311		726

		VISN 2 - Overall				4,495		53		4,442		3,240		72.94		134		3106		2,992		94		2		0		53		99		619		737		921		963		100		582		1368		880		246		64		690		1209		785		485		71		903		976		1266		53		42

		ALBANY OUTPATIENT CLINIC - Overall				1437		15		1422		1037		72.93		40		997		964		21		1		0		18		33		194		235		314		294		37		205		444		263		67		0		224		398		234		151		30		268		311		437		11		10

		_    ALBANY OUTPATIENT CLINIC		528A8		417		8		409		265		64.79		16		249		233		11		0		0		4		17		62		60		68		75		9		47		101		79		25		4		62		101		60		30		12		71		66		122		4		2

		_    MALONE VA OUTPATIENT CLINIC		528G1		88		2		86		70		81.4		4		66		66		0		0		0		3		1		16		21		20		13		4		14		27		18		7		0		18		26		14		10		2		12		23		35		0		0

		_    ELIZABETHTOWN COMMUNITY CLINIC		528G2		90		0		90		66		73.33		1		65		66		0		0		0		0		0		14		8		23		21		1		12		32		15		5		1		16		29		11		9		1		22		18		25		1		0

		_    BAINBRIDGE VA CBOC		528G3		90		1		89		69		77.53		2		67		64		1		1		0		2		1		10		18		23		18		3		11		28		20		6		1		15		28		12		12		2		16		23		29		1		0

		_    FONDA CBOC		528G6		98		0		98		78		79.59		3		75		76		1		0		0		1		0		14		18		23		23		0		6		44		21		6		1		22		34		11		11		0		23		21		31		1		2

		_    CATSKILL CBOC		528G7		90		0		90		67		74.44		1		66		63		0		0		0		2		2		9		19		21		18		5		10		30		17		5		0		13		29		15		9		1		15		22		30		0		0

		_    GLEN FALLS VA OUTPATIENT CLINIC		528GT		97		2		95		77		81.05		2		75		71		1		0		0		1		4		14		23		23		17		3		17		35		15		3		4		21		24		17		15		0		15		24		35		1		2

		_    PLATTSBURGH CBOC		528GV		90		1		89		64		71.91		1		63		61		1		0		0		1		1		19		19		15		11		1		14		29		16		1		3		10		25		20		6		3		9		15		38		0		2

		_    SCHNECTADY VA OUTPATIENT CLINIC		528GW		90		0		90		71		78.89		1		70		66		1		0		0		2		2		8		14		23		26		2		20		26		18		3		2		11		28		20		10		2		22		25		23		1		0

		_    TROY VA OUTPATIENT CLINIC		528GX		90		0		90		68		75.56		1		67		65		1		0		0		0		2		7		11		30		20		3		16		31		15		1		2		12		26		18		8		4		18		27		23		0		0

		_    CLIFTON PARK VA OUTPATIENT CLINIC		528GY		93		1		92		66		71.74		4		62		62		2		0		0		1		1		12		9		22		23		1		21		29		13		1		1		9		23		17		17		0		20		20		23		1		2

		_    KINGSTON CBOC		528GZ		104		0		104		76		73.08		4		72		71		2		0		0		1		2		9		15		23		29		5		17		32		16		4		2		15		25		19		14		3		25		27		23		1		0

		BATH OUTPATIENT CLINIC - Overall				359		5		354		251		70.9		10		241		242		3		0		0		2		4		50		73		70		58		9		45		96		71		22		0		52		100		64		30		5		56		77		112		3		3

		_    BATH OUTPATIENT CLINIC		528A6		195		5		190		129		67.89		6		123		125		1		0		0		0		3		29		36		39		25		5		25		41		41		13		4		26		52		33		15		3		24		39		62		3		1

		_    ELMIRA CBOC		528G4		95		0		95		73		76.84		2		71		68		2		0		0		2		1		13		20		20		20		2		15		31		18		5		2		14		26		20		12		1		20		25		28		0		0

		_    WELLSVILLE CBOC		528G8		69		0		69		49		71.01		2		47		49		0		0		0		0		0		8		17		11		13		2		5		24		12		4		2		12		22		11		3		1		12		13		22		0		2

		BUFFALO OUTPATIENT CLINIC - Overall				1156		12		1144		850		74.3		42		808		772		39		1		0		11		27		143		174		252		281		26		142		371		226		73		0		196		296		209		130		19		264		282		281		8		15

		_    BUFFALO OUTPATIENT CLINIC		528		348		5		343		228		66.47		16		212		186		30		0		0		4		8		51		45		36		96		9		25		91		78		23		2		64		63		57		39		5		91		46		85		1		5

		_    BATAVIA OUTPATIENT CLINIC		528A4		195		1		194		142		73.2		8		134		133		1		0		0		1		7		23		31		46		42		6		23		62		42		7		2		31		55		32		18		6		39		55		47		0		1

		_    JAMESTOWN VA CLINIC		528GB		123		2		121		84		69.42		1		83		81		1		0		0		2		0		11		28		20		25		3		15		38		12		16		0		20		30		18		16		0		25		26		30		2		1

		_    DUNKIRK VA CLINIC		528GC		116		2		114		89		78.07		5		84		84		1		0		0		0		4		14		18		32		25		2		15		40		26		5		1		21		30		28		6		4		25		33		28		1		2

		_    NIAGRA FALLS VA CLINIC		528GD		90		0		90		80		88.89		2		78		70		4		1		0		3		2		12		10		29		29		1		18		33		18		10		0		20		25		16		17		2		24		29		24		0		3

		_    LOCKPORT VA OUTPATIENT CLINIC		528GK		90		2		88		73		82.95		5		68		69		1		0		0		1		2		19		15		21		18		3		16		27		21		1		5		9		28		17		18		1		16		25		29		2		1

		_    LACKAWANA CBOC		528GQ		101		0		101		83		82.18		3		80		81		0		0		0		0		2		3		12		41		27		1		19		38		18		5		2		18		34		21		10		0		29		38		15		1		0

		_    OLEAN CBOC		528GR		93		0		93		71		76.34		2		69		68		1		0		0		0		2		10		15		27		19		1		11		42		11		6		0		13		31		20		6		1		15		30		23		1		2

		CANANDAIGUA OUTPATIENT CLINIC - Overall				477		13		464		311		67.03		15		296		281		14		0		0		4		12		56		64		81		110		5		58		127		86		31		0		51		115		77		63		5		106		88		109		5		3

		_    CANANDAIGUA OUTPATIENT CLINIC		528A5		228		11		217		136		62.67		6		130		129		0		0		0		4		3		27		34		40		35		3		29		61		26		15		2		22		56		36		20		2		33		40		60		2		1

		_    ROCHESTER VA OUTPATIENT CLINIC		528GE		240		2		238		168		70.59		9		159		145		14		0		0		0		9		29		28		39		72		2		27		62		59		16		2		28		57		40		40		3		70		45		48		3		2

		_    ITHACA CBOC		528GH		9		0		9		7		77.78		0		7		7		0		0		0		0		0		0		2		2		3		0		2		4		1		0		0		1		2		1		3		0		3		3		1		0		0

		SYRACUSE OUTPATIENT CLINIC - Overall				1066		8		1058		791		74.76		27		764		733		17		0		0		18		23		176		191		204		220		23		132		330		234		53		0		167		300		201		111		12		209		218		327		26		11

		_    SYRACUSE OUTPATIENT CLINIC		528A7		357		4		353		252		71.39		11		241		226		9		0		0		8		9		60		58		67		67		6		34		106		85		17		4		56		89		67		34		6		62		65		114		7		4

		_    AUBURN CBOC		528G5		91		1		90		71		78.89		3		68		67		0		0		0		0		4		12		16		20		23		2		15		26		19		9		0		17		27		16		11		0		21		22		26		0		2

		_    CORTLAND CBOC		528G9		90		0		90		65		72.22		1		64		58		3		0		0		2		2		16		16		17		16		2		12		38		10		2		1		5		34		12		14		0		15		17		30		1		2

		_    MASSENA CBOC		528GL		90		1		89		65		73.03		2		63		60		1		0		0		3		1		16		20		16		13		1		12		20		25		5		2		14		20		14		16		1		15		18		30		2		0

		_    ROME CBOC		528GM		123		1		122		95		77.87		3		92		90		3		0		0		1		1		24		23		17		31		3		10		45		28		5		4		21		30		30		12		2		30		16		46		3		0

		_    BINGHAMTON OUTPATIENT CLINIC		528GN		117		0		117		93		79.49		4		89		88		1		0		0		1		3		12		27		21		33		3		17		40		20		10		3		20		43		21		9		0		32		27		32		2		0
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Nat'l Results

		FY 2003 Second Quarter SHEP Results

		VISN		1		2		3		4		5		6		7		8		9		10		11		12		15		16		17		18		19		20		21		22		23		Nat'l

		Access		80.8+		85.34+		74.27		79.43+		76.76		72-		73.44-		72.84-		77.62		81.12+		76.88		78.35+		79.25+		73.42-		69.79-		76.7		78.61+		80.62+		76.98		71.83-		82.75+		76.13

		Continuity of Care		75.49		78.03		74.24		78.53		77.04		75.27		75.42		80.53+		77.44		73.87		73.07		67.95-		78.18		78.92+		71.45-		79.12+		74.7		77.78		76.33		69.09-		73.91		75.9

		Courtesy		95.37+		95.85+		92.74		94.45		92.07		94.59		92.1-		94.25		95.49+		94.33		93.12		94.42		94.14		92.76		91.4-		94.65		95.92+		96.07+		93.71		92.4		95.96+		93.94

		Education & Information		72.16+		72.32+		67.3		68.98		70.08		67.42		68.18		70.29		71.57		69.46		68.39		68.79		69.53		68.5		66.12-		68.74		71.92		73.22+		70.91		65.28-		71.03		69.31

		Emotional Support		83.17+		82.73+		79.62		80.11		80.72		79.02		79.05		82.1+		82.26		78.71		78.21-		81.32		78.86		80		76.66-		81.11		84.58+		84.22+		81.96		77.34-		82.23		80.54

		Overall Coordination		75.27+		74.91		72.76		74.51		75.09		71.84		70.79		73.42		74.96+		74.5		70.87		71.09		73.52		73.12		68.32-		72.05		73.56		73.83		72.72		67.52-		74.24		72.65

		Pharmacy Mailed		81.08		81.65		76.52		80.71		77.97		78.45		76.31		78.64		81		77.65		79.72		81.7		77.97		77.29		77.08		80.09		81.98		79.9		80.93		78.48		79.99		78.5

		Pharmacy Pickup		56.7		66.77		51.47-		60.07		55.88		60.9		63.88		59.24		64.19		65.95		62.31		67.19+		64.26		62.51		59.04		61.61		69.62+		58.88		62.35		55.47		65.6		60.91

		Preferences		81.97+		83.11+		78.97		80.41		81.21		78.43		78.17		80.58		80.37		80.98		78.02		80.88		79.71		77.98-		75.5-		79.35		82.09+		81.9+		79.58		76.88-		81.59+		79.61

		Specialist Care		78.47		80.91+		76.51		77.11		75.89		75.07		76.24		75.28		79.44+		77.83		75.59		78.56		77.39		75.71		73.72		75.37		76.16		78.24		77.34		75.49		78.41		76.6

		Visit Coordination		85.2+		85.76+		83.38		83.87		83.02		83.03		81.15		80.92-		84.64+		83.56		82.99		85.02+		85.71+		82.71		78.14-		82.07		84.51		82.45		81.84		77.67-		87+		82.64

		Overall Quality		78.48+		78.64+		70.3		76.15		73.82		72.49		71.42		75.41		78.25+		74.57		72.94		76.96+		73.64		72.47		68.72-		74.98		78.76+		78.69+		75.55		72.3		78.28+		73.55

		Provider Wait Times		77.92+		85.25+		64.17		74.9+		70.48		58.33-		60.35-		64.95-		63.67-		74.02+		68.91		68.81		70.27		56.35-		53.28-		71.56+		73.26+		78.75+		73.72+		66.46		78.67+		67.52

		"+" and "-" Indicate Results that are Significantly Better "+" or Worse "-" than the National Average



&A



VISN Results

		FY 2003 Second Quarter SHEP Results

		Facility Name		Facility Numbers		Access		Continuity of Care		Courtesy		Education & Information		Emotional Support		Overall Coordination		Pharmacy Mailed		Pharmacy Pick-up		Preferences		Specialist Care		Visit Coordination		Overall Quality		Provider Wait Times

		* Less than 30 Respondents		"+" "-" Indicate Results that are Significantly Better "+" or Worse "-" than the National Average

		National				76.13		75.9		93.94		69.31		80.54		72.65		78.5		60.91		79.61		76.6		82.64		73.55		67.52

		VISN 2 - Overall				85.34+		78.03		95.85+		72.32+		82.73+		74.91		81.65		66.77		83.11+		80.91+		85.76+		78.64+		85.25+

		ALBANY OUTPATIENT CLINIC- Overall				87.79+		75.17		95.32		74.69+		84.2+		76.64		81.68		61.16		84.53+		81.25		89.49+		79.56+		86.85+

		_    ALBANY OUTPATIENT CLINIC		528A8		86.26+		79.8		95.03		74.68		84.32		75.83		82.71		62.48		84.26+		81.29		89.51+		78.81		83.58+

		_    MALONE VA OUTPATIENT CLINIC		528G1		95.61+		77.85		98.92+		79.52+		93.51+		82.94+		82.28		*		88.71+		*		93.21+		86.46+		95.57+

		_    ELIZABETHTOWN COMMUNITY CLINIC		528G2		90.89+		80.35		97.43		75.52		85.03		79.45		84.43		*		82.77		*		89.64+		77.11		87.87+

		_    BAINBRIDGE VA CBOC		528G3		88.95+		70.77		90.41		59.16		70.29		75.55		84.36		*		75.25		85.79		83.04		69.55		89.7+

		_    FONDA CBOC		528G6		91.47+		67.74		95.92		78.57+		88.42+		82.56+		75.48		*		88.03+		*		90.17+		82.69		93.12+

		_    CATSKILL CBOC		528G7		93.21+		75.06		97.96+		76.01		91.46+		80.15		84.1		*		85.3		*		91.02+		84.16		96.48+

		_    GLEN FALLS VA OUTPATIENT CLINIC		528GT		90.87+		45.26-		97.16		74.28		75.85		71.61		76.78		*		87.03+		*		87.71		81.59		94.5+

		_    PLATTSBURGH CBOC		528GV		85.56+		58.11		96.26		76.21		87.19		76.72		82.09		*		84.85		*		90.04+		75.58		82.38+

		_    SCHNECTADY VA OUTPATIENT CLINIC		528GW		93.33+		78.17		95.74		80.43+		88.66+		85.89+		82.63		*		86.47+		*		94.57+		82.46		98.58+

		_    TROY VA OUTPATIENT CLINIC		528GX		92.77+		75.86		97.53+		78.75+		90.15+		83+		93.15+		*		86.44+		*		90.65+		90.59+		95.6+

		_    CLIFTON PARK VA OUTPATIENT CLINIC		528GY		89.78+		75.52		94.59		75.36		83.24		81.35+		76.3		*		84.96		*		89.76+		85.38		97.02+

		_    KINGSTON CBOC		528GZ		89.89+		56.24-		93.1		66.81		82.81		70.95		72.63		*		82.01		*		86.11		78.53		94.36+

		BATH OUTPATIENT CLINIC- Overall				88.23+		80.67		95.49		70.04		84.04		72.14		85.72		68.15		85.01+		81.85		82.67		80.04		87.96+

		_    BATH OUTPATIENT CLINIC		528A6		87.64+		82.82		95.24		69.28		83.96		70.71		84.79		68.54		84.93		80.78		81.82		80.9		87.04+

		_    ELMIRA CBOC		528G4		91.36+		72.68		96.39		75.06		87.02		79.97		88.79		*		86.72+		90.71+		88.14		79.82		93.5+

		_    WELLSVILLE CBOC		528G8		89.71+		62.29		97.88		68.16		73.3		72.85		*		*		79.84		*		80.76		58.71		85.79+

		BUFFALO OUTPATIENT CLINIC- Overall				83.32+		76.09		95.5		70.89		81.51		74.09		80.55		66.8		81.06		82.11		85.32		76.76		84.2+

		_    BUFFALO OUTPATIENT CLINIC		528		82.83+		77.93		94.9		69.69		80.84		72.71		77.94		63.96		79.63		82.27		84.09		74.75		86.99+

		_    BATAVIA OUTPATIENT CLINIC		528A4		82.49+		76.43		98.73+		77.88+		85.09		80.68+		88.46		88.81+		85.81+		82.47		89.4+		86.48+		72.22

		_    JAMESTOWN VA CLINIC		528GB		85.98+		80.12		93.05		63.95		77.29		74.77		84.63		*		83.62		83.63		87.01		75.18		83.21+

		_    DUNKIRK VA CLINIC		528GC		89.22+		59.65-		97.66+		72.18		85.4		77.49		83.74		*		85.78+		*		90.2+		80.85		84.76+

		_    NIAGRA FALLS VA CLINIC		528GD		87.09+		62.67		95.46		76.33		86.12		75.64		73.95		*		85.52+		*		84.04		81.81		91.15+

		_    LOCKPORT VA OUTPATIENT CLINIC		528GK		89.81+		55.1-		97.29		73.48		83.39		71.92		89.36		*		82.88		71.17		90.33+		82.47		85.85+

		_    LACKAWANA CBOC		528GQ		78.45		58.3-		97.21+		68.83		77.68		72.42		83.84		*		82.06		*		90.02+		74.86		56.4

		_    OLEAN CBOC		528GR		90.48+		75.23		95.61		74.87		84.72		78.72		84.7		*		85		81.31		86.46		80.75		90.54+

		CANANDAIGUA OUTPATIENT CLINIC- Overall				87.11+		87.11+		95.16		72.71		82.52		78.68+		83.58		66.01		84.64+		81.01		86.51		80.13		89.82+

		_    CANANDAIGUA OUTPATIENT CLINIC		528A5		92.84+		87.28+		97.47+		78.12+		88.33+		81.92+		88.46		73.79		90.2+		83.55		92.14+		83.23		97.41+

		_    ROCHESTER VA OUTPATIENT CLINIC		528GE		83.38+		86.97+		93.62		69.1		78.63		76.51		80.39		60.46		80.93		79.08		82.7		78.2		84.9+

		_    ITHACA CBOC		528GH		*		*		*		*		*		*		*		*		*		*		*		*		*

		SYRACUSE OUTPATIENT CLINIC- Overall				83.73+		77.64		97.09+		72.26		82.45		73.36		80.66		69.97		82.75+		79.28		83.65		78.69		82.09+

		_    SYRACUSE OUTPATIENT CLINIC		528A7		79.83		81.9		96.25		70.45		81.15		70.23		76.43		66.38		82.44		78.53		81.51		76.25		76.37+

		_    AUBURN CBOC		528G5		91.72+		75.69		98.74+		77.35		90.48+		80.08		77.47		*		89.12+		*		87.62		82.36		91.4+

		_    CORTLAND CBOC		528G9		92.05+		56.46-		99.18+		76.72		83.5		75.4		83.42		*		85.17		*		92.47+		83.6		96.41+

		_    MASSENA CBOC		528GL		85.73+		78.08		97.97+		63.58		80.36		71.71		84.3		*		78.24		*		82.62		75.44		79.24

		_    ROME CBOC		528GM		89.46+		75.65		99.25+		75.96		85.93		81.02+		85.87		86.93+		83.33		85.43		85.27		83.76		91.32+

		_    BINGHAMTON OUTPATIENT CLINIC		528GN		94.11+		82.6		98.63+		84.51+		88.73+		83.88+		87.98		*		88.94+		81.72		92.24+		87.2+		97.76+

		_    FORT DRUM VETERANS CLINIC		528GO		82.41		34.1-		96.01		55.36-		70.71		61.35-		83.36		*		68.62-		69.18		80.24		74.21		78.19

		_    OSWEGO OUTPATIENT CLINIC		528GP		88+		56.5-		96.19		71.77		81.71		74.29		85.83		*		80.92		80.22		84.36		75.86		88.8+





WNYHS

		FY 2003 Second Quarter SHEP Results

		Facility Name		Facility Numbers		Access		Continuity of Care		Courtesy		Education & Information		Emotional Support		Overall Coordination		Pharmacy Mailed		Pharmacy Pick-up		Preferences		Specialist Care		Visit Coordination		Overall Quality		Provider Wait Times

		* Less than 30 Respondents		"+" "-" Indicate Results that are Significantly Better "+" or Worse "-" than the National Average

		National				76.13		75.9		93.94		69.31		80.54		72.65		78.5		60.91		79.61		76.6		82.64		73.55		67.52

		VISN 2 - Overall				85.34+		78.03		95.85+		72.32+		82.73+		74.91		81.65		66.77		83.11+		80.91+		85.76+		78.64+		85.25+

		BUFFALO OUTPATIENT CLINIC- Overall				83.32+		76.09		95.5		70.89		81.51		74.09		80.55		66.8		81.06		82.11		85.32		76.76		84.2+

		_    BUFFALO OUTPATIENT CLINIC		528		82.83+		77.93		94.9		69.69		80.84		72.71		77.94		63.96		79.63		82.27		84.09		74.75		86.99+

		_    BATAVIA OUTPATIENT CLINIC		528A4		82.49+		76.43		98.73+		77.88+		85.09		80.68+		88.46		88.81+		85.81+		82.47		89.4+		86.48+		72.22

		_    JAMESTOWN VA CLINIC		528GB		85.98+		80.12		93.05		63.95		77.29		74.77		84.63		*		83.62		83.63		87.01		75.18		83.21+

		_    DUNKIRK VA CLINIC		528GC		89.22+		59.65-		97.66+		72.18		85.4		77.49		83.74		*		85.78+		*		90.2+		80.85		84.76+

		_    NIAGRA FALLS VA CLINIC		528GD		87.09+		62.67		95.46		76.33		86.12		75.64		73.95		*		85.52+		*		84.04		81.81		91.15+

		_    LOCKPORT VA OUTPATIENT CLINIC		528GK		89.81+		55.1-		97.29		73.48		83.39		71.92		89.36		*		82.88		71.17		90.33+		82.47		85.85+

		_    LACKAWANA CBOC		528GQ		78.45		58.3-		97.21+		68.83		77.68		72.42		83.84		*		82.06		*		90.02+		74.86		56.4

		_    OLEAN CBOC		528GR		90.48+		75.23		95.61		74.87		84.72		78.72		84.7		*		85		81.31		86.46		80.75		90.54+





Albany

		FY 2003 Second Quarter SHEP Results

		Facility Name		Facility Numbers		Access		Continuity of Care		Courtesy		Education & Information		Emotional Support		Overall Coordination		Pharmacy Mailed		Pharmacy Pick-up		Preferences		Specialist Care		Visit Coordination		Overall Quality		Provider Wait Times

		* Less than 30 Respondents		"+" "-" Indicate Results that are Significantly Better "+" or Worse "-" than the National Average

		National				76.13		75.9		93.94		69.31		80.54		72.65		78.5		60.91		79.61		76.6		82.64		73.55		67.52

		VISN 2 - Overall				85.34+		78.03		95.85+		72.32+		82.73+		74.91		81.65		66.77		83.11+		80.91+		85.76+		78.64+		85.25+

		ALBANY OUTPATIENT CLINIC- Overall				87.79+		75.17		95.32		74.69+		84.2+		76.64		81.68		61.16		84.53+		81.25		89.49+		79.56+		86.85+

		_    ALBANY OUTPATIENT CLINIC		528A8		86.26+		79.8		95.03		74.68		84.32		75.83		82.71		62.48		84.26+		81.29		89.51+		78.81		83.58+

		_    MALONE VA OUTPATIENT CLINIC		528G1		95.61+		77.85		98.92+		79.52+		93.51+		82.94+		82.28		*		88.71+		*		93.21+		86.46+		95.57+

		_    ELIZABETHTOWN COMMUNITY CLINIC		528G2		90.89+		80.35		97.43		75.52		85.03		79.45		84.43		*		82.77		*		89.64+		77.11		87.87+

		_    BAINBRIDGE VA CBOC		528G3		88.95+		70.77		90.41		59.16		70.29		75.55		84.36		*		75.25		85.79		83.04		69.55		89.7+

		_    FONDA CBOC		528G6		91.47+		67.74		95.92		78.57+		88.42+		82.56+		75.48		*		88.03+		*		90.17+		82.69		93.12+

		_    CATSKILL CBOC		528G7		93.21+		75.06		97.96+		76.01		91.46+		80.15		84.1		*		85.3		*		91.02+		84.16		96.48+

		_    GLEN FALLS VA OUTPATIENT CLINIC		528GT		90.87+		45.26-		97.16		74.28		75.85		71.61		76.78		*		87.03+		*		87.71		81.59		94.5+

		_    PLATTSBURGH CBOC		528GV		85.56+		58.11		96.26		76.21		87.19		76.72		82.09		*		84.85		*		90.04+		75.58		82.38+

		_    SCHNECTADY VA OUTPATIENT CLINIC		528GW		93.33+		78.17		95.74		80.43+		88.66+		85.89+		82.63		*		86.47+		*		94.57+		82.46		98.58+

		_    TROY VA OUTPATIENT CLINIC		528GX		92.77+		75.86		97.53+		78.75+		90.15+		83+		93.15+		*		86.44+		*		90.65+		90.59+		95.6+

		_    CLIFTON PARK VA OUTPATIENT CLINIC		528GY		89.78+		75.52		94.59		75.36		83.24		81.35+		76.3		*		84.96		*		89.76+		85.38		97.02+

		_    KINGSTON CBOC		528GZ		89.89+		56.24-		93.1		66.81		82.81		70.95		72.63		*		82.01		*		86.11		78.53		94.36+





Bath

		FY 2003 Second Quarter SHEP Results

		Facility Name		Facility Numbers		Access		Continuity of Care		Courtesy		Education & Information		Emotional Support		Overall Coordination		Pharmacy Mailed		Pharmacy Pick-up		Preferences		Specialist Care		Visit Coordination		Overall Quality		Provider Wait Times

		* Less than 30 Respondents		"+" "-" Indicate Results that are Significantly Better "+" or Worse "-" than the National Average

		National				76.13		75.9		93.94		69.31		80.54		72.65		78.5		60.91		79.61		76.6		82.64		73.55		67.52

		VISN 2 - Overall				85.34+		78.03		95.85+		72.32+		82.73+		74.91		81.65		66.77		83.11+		80.91+		85.76+		78.64+		85.25+

		BATH OUTPATIENT CLINIC- Overall				88.23+		80.67		95.49		70.04		84.04		72.14		85.72		68.15		85.01+		81.85		82.67		80.04		87.96+

		_    BATH OUTPATIENT CLINIC		528A6		87.64+		82.82		95.24		69.28		83.96		70.71		84.79		68.54		84.93		80.78		81.82		80.9		87.04+

		_    ELMIRA CBOC		528G4		91.36+		72.68		96.39		75.06		87.02		79.97		88.79		*		86.72+		90.71+		88.14		79.82		93.5+

		_    WELLSVILLE CBOC		528G8		89.71+		62.29		97.88		68.16		73.3		72.85		*		*		79.84		*		80.76		58.71		85.79+





Canandaigua

		FY 2003 Second Quarter SHEP Results

		Facility Name		Facility Numbers		Access		Continuity of Care		Courtesy		Education & Information		Emotional Support		Overall Coordination		Pharmacy Mailed		Pharmacy Pick-up		Preferences		Specialist Care		Visit Coordination		Overall Quality		Provider Wait Times

		* Less than 30 Respondents		"+" "-" Indicate Results that are Significantly Better "+" or Worse "-" than the National Average

		National				76.13		75.9		93.94		69.31		80.54		72.65		78.5		60.91		79.61		76.6		82.64		73.55		67.52

		VISN 2 - Overall				85.34+		78.03		95.85+		72.32+		82.73+		74.91		81.65		66.77		83.11+		80.91+		85.76+		78.64+		85.25+

		CANANDAIGUA OUTPATIENT CLINIC- Overall				87.11+		87.11+		95.16		72.71		82.52		78.68+		83.58		66.01		84.64+		81.01		86.51		80.13		89.82+

		_    CANANDAIGUA OUTPATIENT CLINIC		528A5		92.84+		87.28+		97.47+		78.12+		88.33+		81.92+		88.46		73.79		90.2+		83.55		92.14+		83.23		97.41+

		_    ROCHESTER VA OUTPATIENT CLINIC		528GE		83.38+		86.97+		93.62		69.1		78.63		76.51		80.39		60.46		80.93		79.08		82.7		78.2		84.9+

		_    ITHACA CBOC		528GH		*		*		*		*		*		*		*		*		*		*		*		*		*





Syracuse

		FY 2003 Second Quarter SHEP Results

		Facility Name		Facility Numbers		Access		Continuity of Care		Courtesy		Education & Information		Emotional Support		Overall Coordination		Pharmacy Mailed		Pharmacy Pick-up		Preferences		Specialist Care		Visit Coordination		Overall Quality		Provider Wait Times

		* Less than 30 Respondents		"+" "-" Indicate Results that are Significantly Better "+" or Worse "-" than the National Average

		National				76.13		75.9		93.94		69.31		80.54		72.65		78.5		60.91		79.61		76.6		82.64		73.55		67.52

		VISN 2 - Overall				85.34+		78.03		95.85+		72.32+		82.73+		74.91		81.65		66.77		83.11+		80.91+		85.76+		78.64+		85.25+

		SYRACUSE OUTPATIENT CLINIC- Overall				83.73+		77.64		97.09+		72.26		82.45		73.36		80.66		69.97		82.75+		79.28		83.65		78.69		82.09+

		_    SYRACUSE OUTPATIENT CLINIC		528A7		79.83		81.9		96.25		70.45		81.15		70.23		76.43		66.38		82.44		78.53		81.51		76.25		76.37+

		_    AUBURN CBOC		528G5		91.72+		75.69		98.74+		77.35		90.48+		80.08		77.47		*		89.12+		*		87.62		82.36		91.4+

		_    CORTLAND CBOC		528G9		92.05+		56.46-		99.18+		76.72		83.5		75.4		83.42		*		85.17		*		92.47+		83.6		96.41+

		_    MASSENA CBOC		528GL		85.73+		78.08		97.97+		63.58		80.36		71.71		84.3		*		78.24		*		82.62		75.44		79.24

		_    ROME CBOC		528GM		89.46+		75.65		99.25+		75.96		85.93		81.02+		85.87		86.93+		83.33		85.43		85.27		83.76		91.32+

		_    BINGHAMTON OUTPATIENT CLINIC		528GN		94.11+		82.6		98.63+		84.51+		88.73+		83.88+		87.98		*		88.94+		81.72		92.24+		87.2+		97.76+

		_    FORT DRUM VETERANS CLINIC		528GO		82.41		34.1-		96.01		55.36-		70.71		61.35-		83.36		*		68.62-		69.18		80.24		74.21		78.19

		_    OSWEGO OUTPATIENT CLINIC		528GP		88+		56.5-		96.19		71.77		81.71		74.29		85.83		*		80.92		80.22		84.36		75.86		88.8+





Top Performing Clinics

		FY 2003 Second Quarter SHEP Results

		Top 10 Performing Clinics by VHSS

		VHSS		VISN		Facility Number		Clinic Number		VHSS Mean		National Mean		Clinic Name		Number Responding

		Access		2		528		528G1		95.61		76.13		MALONE VA OUTPATIENT CLINIC		70

		Access		20		463		463GB		95.60		76.13		KENAI PENINSULA CBOC		65

		Access		23		636		636GK		95.43		76.13		FORT DODGE CBOC		74

		Access		18		504		504HB		95.32		76.13		STRATFORD OUTPATIENT CLINIC		30

		Access		23		437		437GD		94.73		76.13		MINOT, ND OUTPATIENT CLINIC		76

		Access		19		666		666GE		94.35		76.13		GILLETTE CBOC		57

		Access		2		528		528GN		94.11		76.13		BINGHAMTON OUTPATIENT CLINIC		93

		Access		15		589		589GD		93.89		76.13		NEVADA CBOC		67

		Access		23		437		437GC		93.81		76.13		FERGUS FALLS, MN OUTPATIENT CLINIC		45

		Access		1		405		405GA		93.79		76.13		BENNINGTON OUTPATIENT CLINIC		75

		Continuity of Care		16		623		623		96.26		75.90		MUSKOGEE OUTPATIENT CLINIC		135

		Continuity of Care		17		671		671A4		94.71		75.90		KERRVILLE OUTPATIENT CLINIC		146

		Continuity of Care		1		650		650GD		94.49		75.90		MIDDLETOWN CBOC		77

		Continuity of Care		16		564		564		94.13		75.90		FAYETTEVILLE AR OUTPATIENT CLINIC		147

		Continuity of Care		21		358		358		93.98		75.90		MANILA OUTPATIENT CLINIC		75

		Continuity of Care		9		596		596HA		93.91		75.90		LEESTOWN MOBILE CLINIC		32

		Continuity of Care		15		589		589A5		93.64		75.90		TOPEKA OUTPATIENT CLINIC		70

		Continuity of Care		18		504		504HB		93.48		75.90		STRATFORD OUTPATIENT CLINIC		30

		Continuity of Care		16		564		564BY		92.42		75.90		MT. VERNON OUTPATIENT CLINIC		156

		Continuity of Care		17		674		674A4		92.12		75.90		WACO OUTPATIENT CLINIC		129

		Courtesy		1		402		402GB		99.78		93.94		CALAIS VA CLINIC		76

		Courtesy		21		459		459GC		99.61		93.94		KONA OUTPATIENT CLINIC		67

		Courtesy		11		655		655GC		99.54		93.94		OSCODA CBOC		72

		Courtesy		1		405		405HC		99.42		93.94		ST JOHNBURY VETERANS CENTER		68

		Courtesy		19		666		666GE		99.39		93.94		GILLETTE CBOC		57

		Courtesy		12		585		585HB		99.38		93.94		SAULT ST MARIE TRIBAL OUTPATIENT CLINIC		52

		Courtesy		1		631		631GD		99.33		93.94		GREENFIELD OUTPATIENT CLINIC		62

		Courtesy		20		463		463GA		99.33		93.94		FAIRBANKS CBOC		47

		Courtesy		2		528		528GM		99.25		93.94		ROME CBOC		94

		Courtesy		21		662		662GA		99.23		93.94		SANTA ROSA OUTPATIENT CLINIC		70

		Provider Wait Times		1		523		523GC		98.80		67.52		QUINCY COMMUNITY CLINIC		75

		Provider Wait Times		23		636		636GB		98.59		67.52		NORTH PLATTE OUTPATIENT CLINIC		72

		Provider Wait Times		2		528		528GW		98.58		67.52		SCHNECTADY VA OUTPATIENT CLINIC		71

		Provider Wait Times		12		695		695GC		98.48		67.52		EAST CENTRAL CBOC		76

		Provider Wait Times		1		518		518GE		98.46		67.52		GLOUCESTER OUTPATIENT CLINIC		62

		Provider Wait Times		23		636		636GK		98.32		67.52		FORT DODGE CBOC		73

		Provider Wait Times		2		528		528GN		97.76		67.52		BINGHAMTON OUTPATIENT CLINIC		92

		Provider Wait Times		2		528		528A5		97.41		67.52		CANANDAIGUA OUTPATIENT CLINIC		129

		Provider Wait Times		1		689		689GD		97.34		67.52		WINSTEAD VA PRIMARY CARE CENTER		70

		Provider Wait Times		1		405		405GA		97.22		67.52		BENNINGTON OUTPATIENT CLINIC		73

		Emotional Support		20		463		463GB		96.45		80.54		KENAI PENINSULA CBOC		65

		Emotional Support		18		504		504HB		95.43		80.54		STRATFORD OUTPATIENT CLINIC		30

		Emotional Support		12		585		585GA		95.43		80.54		HANCOCK OUTPATIENT CLINIC		64

		Emotional Support		1		689		689GE		95.39		80.54		DANBURY CBOC		54

		Emotional Support		1		405		405GA		94.63		80.54		BENNINGTON OUTPATIENT CLINIC		75

		Emotional Support		4		595		595GB		93.91		80.54		SCHUYLKILL CNTY OUTPATIENT CLINIC		74

		Emotional Support		12		585		585GC		93.80		80.54		MENOMINEE OUTPATIENT CLINIC		74

		Emotional Support		2		528		528G1		93.51		80.54		MALONE VA OUTPATIENT CLINIC		70

		Emotional Support		1		608		608GC		93.33		80.54		WOLFEBORO OUTPATIENT CLINIC		30

		Emotional Support		23		437		437GD		93.04		80.54		MINOT, ND OUTPATIENT CLINIC		75

		Education & Information		1		405		405GA		91.68		69.31		BENNINGTON OUTPATIENT CLINIC		75

		Education & Information		18		504		504HB		89.17		69.31		STRATFORD OUTPATIENT CLINIC		30

		Education & Information		4		693		693GE		87.79		69.31		SCHUYLKILL CNTY OUTPATIENT CLINIC		68

		Education & Information		4		595		595GB		87.28		69.31		SCHUYLKILL CNTY OUTPATIENT CLINIC		73

		Education & Information		5		613		613GE		86.29		69.31		PETERSBURG CBOC		65

		Education & Information		20		463		463GB		86.16		69.31		KENAI PENINSULA CBOC		65

		Education & Information		19		436		436GA		85.80		69.31		ANACONDA OUTPATIENT CLINIC		67

		Education & Information		1		689		689GC		85.62		69.31		WINDHAM VA PRIMARY CARE CENTER		72

		Education & Information		1		523		523GC		85.52		69.31		QUINCY COMMUNITY CLINIC		76

		Education & Information		12		585		585GA		85.45		69.31		HANCOCK OUTPATIENT CLINIC		64

		Overall Coordination		5		613		613GE		91.64		72.65		PETERSBURG CBOC		64

		Overall Coordination		1		405		405GA		89.09		72.65		BENNINGTON OUTPATIENT CLINIC		72

		Overall Coordination		18		504		504HB		89.04		72.65		STRATFORD OUTPATIENT CLINIC		30

		Overall Coordination		12		585		585GA		89.01		72.65		HANCOCK OUTPATIENT CLINIC		63

		Overall Coordination		19		436		436GA		88.43		72.65		ANACONDA OUTPATIENT CLINIC		64

		Overall Coordination		1		650		650GD		88.43		72.65		MIDDLETOWN CBOC		77

		Overall Coordination		20		463		463GB		86.82		72.65		KENAI PENINSULA CBOC		63

		Overall Coordination		1		689		689HC		86.67		72.65		NEW LONDON OUTPATIENT CLINIC		71

		Overall Coordination		4		595		595GC		86.32		72.65		LANCASTER OUTPATIENT CLINIC		72

		Overall Coordination		11		550		550GD		86.26		72.65		SPRINGFIELD CBOC		73

		Overall Quality		20		463		463GB		98.57		73.55		KENAI PENINSULA CBOC		64

		Overall Quality		23		656		656GA		95.00		73.55		BRAINERD CBOC		73

		Overall Quality		1		405		405GA		94.93		73.55		BENNINGTON OUTPATIENT CLINIC		70

		Overall Quality		19		436		436GA		94.21		73.55		ANACONDA OUTPATIENT CLINIC		66

		Overall Quality		4		595		595GC		94.10		73.55		LANCASTER OUTPATIENT CLINIC		74

		Overall Quality		8		673		673GC		93.89		73.55		BROOKVILLE OUTPATIENT CLINIC		68

		Overall Quality		21		640		640GA		93.84		73.55		CAPITOLA CLINIC		62

		Overall Quality		4		595		595GB		93.27		73.55		SCHUYLKILL CNTY OUTPATIENT CLINIC		67

		Overall Quality		23		636		636GK		92.87		73.55		FORT DODGE CBOC		69

		Overall Quality		19		666		666GE		92.28		73.55		GILLETTE CBOC		54

		Preferences		1		405		405GA		93.80		79.61		BENNINGTON OUTPATIENT CLINIC		75

		Preferences		4		693		693GE		92.45		79.61		SCHUYLKILL CNTY OUTPATIENT CLINIC		68

		Preferences		23		636		636GK		92.01		79.61		FORT DODGE CBOC		74

		Preferences		1		523		523GC		92.00		79.61		QUINCY COMMUNITY CLINIC		76

		Preferences		11		655		655GC		91.90		79.61		OSCODA CBOC		72

		Preferences		1		689		689GC		91.64		79.61		WINDHAM VA PRIMARY CARE CENTER		72

		Preferences		20		463		463GB		91.33		79.61		KENAI PENINSULA CBOC		65

		Preferences		8		672		672GA		91.17		79.61		ST. CROIX OUTPATIENT CLINIC		42

		Preferences		12		585		585GA		90.77		79.61		HANCOCK OUTPATIENT CLINIC		64

		Preferences		3		561		561GH		90.48		79.61		MORRISTOWN CBOC		89

		Pharmacy Mailed		9		603		603GB		95.34		78.50		NEW ALBANY OUTPATIENT CLINIC		54

		Pharmacy Mailed		20		692		692		94.81		78.50		WHITE CITY OUTPATIENT CLINIC		64

		Pharmacy Mailed		19		666		666GC		94.12		78.50		RIVERTON OUTPATIENT CLINIC		46

		Pharmacy Mailed		1		608		608GD		93.65		78.50		CONWAY OUTPATIENT CLINIC		35

		Pharmacy Mailed		20		463		463GB		93.27		78.50		KENAI PENINSULA CBOC		42

		Pharmacy Mailed		2		528		528GX		93.15		78.50		TROY VA OUTPATIENT CLINIC		50

		Pharmacy Mailed		12		585		585HB		93.12		78.50		SAULT ST MARIE TRIBAL OUTPATIENT CLINIC		40

		Pharmacy Mailed		19		575		575		92.69		78.50		GRAND JUNCTION OUTPATIENT CLINIC		36

		Pharmacy Mailed		4		595		595GB		92.65		78.50		SCHUYLKILL CNTY OUTPATIENT CLINIC		56

		Pharmacy Mailed		1		405		405GA		92.50		78.50		BENNINGTON OUTPATIENT CLINIC		47

		Pharmacy Pickup		2		528		528A4		88.81		60.91		BATAVIA OUTPATIENT CLINIC		47

		Pharmacy Pickup		2		528		528GM		86.93		60.91		ROME CBOC		44

		Pharmacy Pickup		4		646		646A4		86.82		60.91		ASPINWALL OUTPATIENT CLINIC		81

		Pharmacy Pickup		4		693		693GA		84.71		60.91		SAYRE OUTPATIENT CLINIC		42

		Pharmacy Pickup		18		644		644BY		84.68		60.91		WILLIAMS AFB OUTPATIENT CLINIC		35

		Pharmacy Pickup		16		564		564		84.11		60.91		FAYETTEVILLE AR OUTPATIENT CLINIC		76

		Pharmacy Pickup		19		575		575		83.72		60.91		GRAND JUNCTION OUTPATIENT CLINIC		98

		Pharmacy Pickup		4		529		529		82.49		60.91		BUTLER OUTPATIENT CLINIC		132

		Pharmacy Pickup		10		757		757		82.11		60.91		COLUMBUS OUTPATIENT CLINIC		79

		Pharmacy Pickup		8		546		546GB		81.27		60.91		KEY WEST OUTPATIENT CLINIC		37

		Specialist Care		7		557		557GB		91.64		76.60		ALBANY VA OUTPATIENT CLINIC		35

		Specialist Care		2		528		528G4		90.71		76.60		ELMIRA CBOC		31

		Specialist Care		1		650		650GA		90.54		76.60		NEW BEDFORD OUTPATIENT CLINIC		36

		Specialist Care		1		405		405GA		89.97		76.60		BENNINGTON OUTPATIENT CLINIC		31

		Specialist Care		16		502		502GA		89.00		76.60		JENNINGS OUTPATIENT CLINIC		30

		Specialist Care		9		581		581GB		87.16		76.60		CHARLESTON PRIMARY CARE CLINIC		42

		Specialist Care		9		596		596A4		86.73		76.60		COOPER OUTPATIENT CLINIC		106

		Specialist Care		20		687		687GA		86.42		76.60		TRI-CITIES OUTPATIENT CLINIC		30

		Specialist Care		19		436		436GA		86.33		76.60		ANACONDA OUTPATIENT CLINIC		32

		Specialist Care		9		603		603GB		86.13		76.60		NEW ALBANY OUTPATIENT CLINIC		31

		Visit Coordination		20		463		463GB		98.50		82.64		KENAI PENINSULA CBOC		66

		Visit Coordination		18		504		504HB		96.69		82.64		STRATFORD OUTPATIENT CLINIC		30

		Visit Coordination		1		405		405GA		96.46		82.64		BENNINGTON OUTPATIENT CLINIC		75

		Visit Coordination		4		595		595GC		96.24		82.64		LANCASTER OUTPATIENT CLINIC		75

		Visit Coordination		4		503		503GB		96.07		82.64		DUBOIS OUTPATIENT CLINIC		100

		Visit Coordination		5		613		613GE		95.74		82.64		PETERSBURG CBOC		66

		Visit Coordination		23		437		437GC		95.53		82.64		FERGUS FALLS, MN OUTPATIENT CLINIC		45

		Visit Coordination		19		436		436GI		95.42		82.64		GLASGOW OUTPATIENT CLINIC		44

		Visit Coordination		19		575		575GA		95.32		82.64		MONTROSE OUTPATIENT CLINIC		75

		Visit Coordination		15		589		589GD		94.96		82.64		NEVADA CBOC		67





Top Performing Facilities

		FY 2003 Second Quarter SHEP Results

		Top 10 Performing Facilities by VHSS

		VHSS		VISN		Facility Number		VHSS Mean		National Mean		Clinic Name		Number Responding

		Access		4		595		88.53		76.13		LEBANON OUTPATIENT CLINIC- Overall		560

		Access		2		528		88.23		76.13		BATH OUTPATIENT CLINIC- Overall		250

		Access		10		757		87.85		76.13		COLUMBUS OUTPATIENT CLINIC- Overall		283

		Access		2		528		87.79		76.13		ALBANY OUTPATIENT CLINIC- Overall		1,034

		Access		12		676		87.49		76.13		TOMAH OUTPATIENT CLINIC- Overall		423

		Access		2		528		87.11		76.13		CANANDAIGUA OUTPATIENT CLINIC- Overall		310

		Access		15		657		86.76		76.13		MARION IL OUTPATIENT CLINIC- Overall		390

		Access		20		668		86.52		76.13		SPOKANE OUTPATIENT CLINIC- Overall		208

		Access		23		656		86.32		76.13		ST. CLOUD OUTPATIENT CLINIC- Overall		390

		Access		1		518		86.21		76.13		BEDFORD OUTPATIENT CLINIC- Overall		533

		Continuity of Care		16		564		92.39		75.90		FAYETTEVILLE AR OUTPATIENT CLINIC- Overall		447

		Continuity of Care		16		623		92.00		75.90		MUSKOGEE OUTPATIENT CLINIC- Overall		345

		Continuity of Care		20		668		87.63		75.90		SPOKANE OUTPATIENT CLINIC- Overall		197

		Continuity of Care		19		575		87.39		75.90		GRAND JUNCTION OUTPATIENT CLINIC- Overall		225

		Continuity of Care		20		531		87.16		75.90		BOISE OUTPATIENT CLINIC- Overall		275

		Continuity of Care		2		528		87.11		75.90		CANANDAIGUA OUTPATIENT CLINIC- Overall		294

		Continuity of Care		18		756		86.87		75.90		EL PASO OUTPATIENT CLINIC- Overall		233

		Continuity of Care		7		534		86.70		75.90		CHARLESTON OUTPATIENT CLINIC- Overall		477

		Continuity of Care		8		673		86.44		75.90		TAMPA OUTPATIENT CLINIC- Overall		1,006

		Continuity of Care		4		503		86.09		75.90		ALTOONA OUTPATIENT CLINIC- Overall		460

		Courtesy		20		668		98.36		93.94		SPOKANE OUTPATIENT CLINIC- Overall		207

		Courtesy		19		442		98.05		93.94		CHEYENNE OUTPATIENT CLINIC- Overall		310

		Courtesy		23		568		97.71		93.94		FORT MEADE OUTPATIENT CLINIC- Overall		644

		Courtesy		1		608		97.70		93.94		MANCHESTER OUTPATIENT CLINIC- Overall		431

		Courtesy		15		657		97.41		93.94		MARION IL OUTPATIENT CLINIC- Overall		387

		Courtesy		1		405		97.39		93.94		WHITE RIVER JCT. OUTPATIENT CLINIC- Overall		468

		Courtesy		9		621		97.37		93.94		MOUNTAIN HOME OUTPATIENT CLINIC- Overall		406

		Courtesy		23		438		97.31		93.94		SIOUX FALLS OUTPATIENT CLINIC- Overall		343

		Courtesy		1		402		97.15		93.94		TOGUS OUTPATIENT CLINIC- Overall		633

		Courtesy		15		589		97.14		93.94		COLUMBIA MO OUTPATIENT CLINIC- Overall		292

		Provider Wait Times		23		656		90.54		67.52		ST. CLOUD OUTPATIENT CLINIC- Overall		373

		Provider Wait Times		4		595		90.22		67.52		LEBANON OUTPATIENT CLINIC- Overall		547

		Provider Wait Times		2		528		89.82		67.52		CANANDAIGUA OUTPATIENT CLINIC- Overall		302

		Provider Wait Times		10		757		89.22		67.52		COLUMBUS OUTPATIENT CLINIC- Overall		272

		Provider Wait Times		4		542		88.64		67.52		COATESVILLE OUTPATIENT CLINIC- Overall		449

		Provider Wait Times		12		676		88.50		67.52		TOMAH OUTPATIENT CLINIC- Overall		406

		Provider Wait Times		2		528		87.96		67.52		BATH OUTPATIENT CLINIC- Overall		240

		Provider Wait Times		1		518		87.87		67.52		BEDFORD OUTPATIENT CLINIC- Overall		511

		Provider Wait Times		1		608		86.94		67.52		MANCHESTER OUTPATIENT CLINIC- Overall		418

		Provider Wait Times		2		528		86.85		67.52		ALBANY OUTPATIENT CLINIC- Overall		1,012

		Emotional Support		1		405		88.91		80.54		WHITE RIVER JCT. OUTPATIENT CLINIC- Overall		467

		Emotional Support		19		442		88.23		80.54		CHEYENNE OUTPATIENT CLINIC- Overall		310

		Emotional Support		23		568		87.35		80.54		FORT MEADE OUTPATIENT CLINIC- Overall		641

		Emotional Support		1		402		86.48		80.54		TOGUS OUTPATIENT CLINIC- Overall		633

		Emotional Support		18		649		86.45		80.54		PRESCOTT OUTPATIENT CLINIC- Overall		448

		Emotional Support		21		662		86.31		80.54		SAN FRANCISCO OUTPATIENT CLINIC- Overall		470

		Emotional Support		19		436		86.15		80.54		FORT HARRISON OUTPATIENT CLINIC- Overall		980

		Emotional Support		9		596		86.11		80.54		LEESTOWN OUTPATIENT CLINIC- Overall		442

		Emotional Support		20		648		85.99		80.54		PORTLAND OUTPATIENT CLINIC- Overall		518

		Emotional Support		19		666		85.82		80.54		SHERIDAN OUTPATIENT CLINIC- Overall		393

		Education & Information		19		442		81.02		69.31		CHEYENNE OUTPATIENT CLINIC- Overall		310

		Education & Information		23		568		77.61		69.31		FORT MEADE OUTPATIENT CLINIC- Overall		642

		Education & Information		20		668		77.11		69.31		SPOKANE OUTPATIENT CLINIC- Overall		207

		Education & Information		9		596		77.04		69.31		LEESTOWN OUTPATIENT CLINIC- Overall		442

		Education & Information		1		405		76.86		69.31		WHITE RIVER JCT. OUTPATIENT CLINIC- Overall		467

		Education & Information		1		402		76.56		69.31		TOGUS OUTPATIENT CLINIC- Overall		633

		Education & Information		21		662		76.39		69.31		SAN FRANCISCO OUTPATIENT CLINIC- Overall		469

		Education & Information		10		539		76.38		69.31		CINCINNATI OUTPATIENT CLINIC- Overall		464

		Education & Information		18		504		75.99		69.31		AMARILLO OUTPATIENT CLINIC- Overall		514

		Education & Information		11		506		75.80		69.31		ANN ARBOR OUTPATIENT CLINIC- Overall		435

		Overall Coordination		20		668		82.35		72.65		SPOKANE OUTPATIENT CLINIC- Overall		199

		Overall Coordination		9		596		80.67		72.65		LEESTOWN OUTPATIENT CLINIC- Overall		426

		Overall Coordination		1		405		80.40		72.65		WHITE RIVER JCT. OUTPATIENT CLINIC- Overall		449

		Overall Coordination		19		575		80.33		72.65		GRAND JUNCTION OUTPATIENT CLINIC- Overall		226

		Overall Coordination		20		692		79.70		72.65		WHITE CITY OUTPATIENT CLINIC- Overall		202

		Overall Coordination		23		656		79.59		72.65		ST. CLOUD OUTPATIENT CLINIC- Overall		376

		Overall Coordination		16		564		79.51		72.65		FAYETTEVILLE AR OUTPATIENT CLINIC- Overall		455

		Overall Coordination		4		595		79.48		72.65		LEBANON OUTPATIENT CLINIC- Overall		533

		Overall Coordination		18		649		79.22		72.65		PRESCOTT OUTPATIENT CLINIC- Overall		431

		Overall Coordination		23		568		79.08		72.65		FORT MEADE OUTPATIENT CLINIC- Overall		635

		Overall Quality		20		692		86.00		73.55		WHITE CITY OUTPATIENT CLINIC- Overall		193

		Overall Quality		18		649		85.35		73.55		PRESCOTT OUTPATIENT CLINIC- Overall		426

		Overall Quality		20		668		84.15		73.55		SPOKANE OUTPATIENT CLINIC- Overall		195

		Overall Quality		16		564		83.96		73.55		FAYETTEVILLE AR OUTPATIENT CLINIC- Overall		444

		Overall Quality		9		621		83.66		73.55		MOUNTAIN HOME OUTPATIENT CLINIC- Overall		387

		Overall Quality		4		542		83.63		73.55		COATESVILLE OUTPATIENT CLINIC- Overall		425

		Overall Quality		4		595		83.34		73.55		LEBANON OUTPATIENT CLINIC- Overall		530

		Overall Quality		1		405		83.29		73.55		WHITE RIVER JCT. OUTPATIENT CLINIC- Overall		441

		Overall Quality		1		608		83.14		73.55		MANCHESTER OUTPATIENT CLINIC- Overall		404

		Overall Quality		23		636		82.89		73.55		DESMOINES- Overall		437

		Preferences		1		405		87.55		79.61		WHITE RIVER JCT. OUTPATIENT CLINIC- Overall		466

		Preferences		23		568		86.36		79.61		FORT MEADE OUTPATIENT CLINIC- Overall		643

		Preferences		19		442		85.31		79.61		CHEYENNE OUTPATIENT CLINIC- Overall		310

		Preferences		2		528		85.01		79.61		BATH OUTPATIENT CLINIC- Overall		250

		Preferences		21		662		85.01		79.61		SAN FRANCISCO OUTPATIENT CLINIC- Overall		471

		Preferences		18		649		84.90		79.61		PRESCOTT OUTPATIENT CLINIC- Overall		448

		Preferences		20		668		84.66		79.61		SPOKANE OUTPATIENT CLINIC- Overall		207

		Preferences		2		528		84.64		79.61		CANANDAIGUA OUTPATIENT CLINIC- Overall		309

		Preferences		15		589		84.64		79.61		COLUMBIA MO OUTPATIENT CLINIC- Overall		292

		Preferences		2		528		84.53		79.61		ALBANY OUTPATIENT CLINIC- Overall		1,028

		Pharmacy Mailed		20		692		92.15		78.50		WHITE CITY OUTPATIENT CLINIC- Overall		107

		Pharmacy Mailed		9		621		90.32		78.50		MOUNTAIN HOME OUTPATIENT CLINIC- Overall		225

		Pharmacy Mailed		12		607		88.94		78.50		WM.S. MIDDLETON MEM OUTPT CLINIC- Overall		268

		Pharmacy Mailed		23		438		88.93		78.50		SIOUX FALLS OUTPATIENT CLINIC- Overall		212

		Pharmacy Mailed		10		757		87.53		78.50		COLUMBUS OUTPATIENT CLINIC- Overall		130

		Pharmacy Mailed		22		664		87.34		78.50		SAN DIEGO OUTPATIENT CLINIC- Overall		215

		Pharmacy Mailed		1		402		86.78		78.50		TOGUS OUTPATIENT CLINIC- Overall		373

		Pharmacy Mailed		8		516		86.23		78.50		BAY PINES OUTPATIENT CLINIC- Overall		644

		Pharmacy Mailed		11		506		86.06		78.50		ANN ARBOR OUTPATIENT CLINIC- Overall		196

		Pharmacy Mailed		18		756		86.01		78.50		EL PASO OUTPATIENT CLINIC- Overall		131

		Pharmacy Pickup		19		575		83.37		60.91		GRAND JUNCTION OUTPATIENT CLINIC- Overall		116

		Pharmacy Pickup		4		529		82.69		60.91		BUTLER OUTPATIENT CLINIC- Overall		149

		Pharmacy Pickup		16		564		82.46		60.91		FAYETTEVILLE AR OUTPATIENT CLINIC- Overall		186

		Pharmacy Pickup		23		636		77.68		60.91		IOWA CITY OUTPATIENT CLINIC- Overall		167

		Pharmacy Pickup		7		557		75.48		60.91		CARL VINSON OUTPATIENT CLINIC- Overall		102

		Pharmacy Pickup		21		640		75.21		60.91		PALO ALTO OUTPATIENT CLINIC- Overall		338

		Pharmacy Pickup		10		538		74.94		60.91		CHILLICOTHE OUTPATIENT CLINIC- Overall		175

		Pharmacy Pickup		9		596		73.15		60.91		LEESTOWN OUTPATIENT CLINIC- Overall		159

		Pharmacy Pickup		23		568		72.95		60.91		FORT MEADE OUTPATIENT CLINIC- Overall		181

		Pharmacy Pickup		12		695		72.90		60.91		MILWAUKEE OUTPATIENT CLINIC- Overall		178

		Specialist Care		9		596		85.66		76.60		LEESTOWN OUTPATIENT CLINIC- Overall		235

		Specialist Care		20		687		83.81		76.60		WALLA WALLA OUTPATIENT CLINIC- Overall		131

		Specialist Care		6		637		83.36		76.60		ASHEVILLE OUTPATIENT CLINIC- Overall		152

		Specialist Care		10		757		83.05		76.60		COLUMBUS OUTPATIENT CLINIC- Overall		134

		Specialist Care		23		568		83.03		76.60		FORT MEADE OUTPATIENT CLINIC- Overall		281

		Specialist Care		9		621		82.87		76.60		MOUNTAIN HOME OUTPATIENT CLINIC- Overall		195

		Specialist Care		11		655		82.74		76.60		SAGINAW OUTPATIENT CLINIC- Overall		144

		Specialist Care		20		668		82.32		76.60		SPOKANE OUTPATIENT CLINIC- Overall		103

		Specialist Care		4		542		82.31		76.60		COATESVILLE OUTPATIENT CLINIC- Overall		189

		Specialist Care		18		649		82.24		76.60		PRESCOTT OUTPATIENT CLINIC- Overall		204

		Visit Coordination		19		575		90.77		82.64		GRAND JUNCTION OUTPATIENT CLINIC- Overall		230

		Visit Coordination		4		595		90.61		82.64		LEBANON OUTPATIENT CLINIC- Overall		555

		Visit Coordination		12		585		89.54		82.64		IRON MOUNTAIN OUTPATIENT CLINIC- Overall		636

		Visit Coordination		2		528		89.49		82.64		ALBANY OUTPATIENT CLINIC- Overall		1,021

		Visit Coordination		9		603		89.30		82.64		LOUISVILLE OUTPATIENT CLINIC- Overall		463

		Visit Coordination		23		568		89.26		82.64		FORT MEADE OUTPATIENT CLINIC- Overall		645

		Visit Coordination		1		405		89.11		82.64		WHITE RIVER JCT. OUTPATIENT CLINIC- Overall		464

		Visit Coordination		16		564		89.05		82.64		FAYETTEVILLE AR OUTPATIENT CLINIC- Overall		466

		Visit Coordination		19		442		88.69		82.64		CHEYENNE OUTPATIENT CLINIC- Overall		309

		Visit Coordination		23		636		88.62		82.64		DESMOINES- Overall		456
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		Methodology:

		For additional information:

		Click here to email Jim Schaefer

		(jim.schaefer@med.va.gov)



Purpose
· To obtain valid and reliable evaluations of VHA ambulatory care and service from veterans.
· To obtain these evaluations using a standardized questionnaire and consistent methodology nation-wide, thereby 
  permitting the analysis of trends over time and comparison of local results with VHA benchmarks.

Procedure:
PACE/OQP employs a modified version of the methodology described by Dillman for the administration of mail surveys.  Veterans selected for the survey are sent a pre-survey notification letter explaining the nature and goals of the upcoming survey and encouraging the Veteran to participate.  One week later the first questionnaire is mailed to everyone in the sample.  Thank you/reminder postcards were sent to the entire sample two weeks later.  All non-respondents are mailed a second questionnaire 2 weeks after the reminder postcard.   Data collection remains open for two to three weeks after the second questionnaire is mailed.  
Reference
Dillman DA.  Mail and telephone surveys: The total design method.  New York: Wiley, 1978.

Inclusion Criteria:
        · Sample size is customized for each site
        · Samples selected from all locations where outpatient care is provided.
        · Most outpatient clinic stops were eligible 
        · Patients seen ONLY in excluded clinics were not eligible (see "Excluded Clinic Stops" tab for exclusions)
        · Patients receiving either a SHEP Inpatient or Outpatient in the previous 12 months were excluded
        · In order to preserve inpatient sample size for small discharging bed-sections (Neurology, Rehab Medicine, and
          Spinal Cord Injury) the SHEP Inpatient sample was drawn before the SHEP Outpatient sample thereby rendering
          the Inpatient sample ineligible for the Outpatient sample pool
        · FY03 Q2Sample size = 108,645 SHEP Outpatients 
        · Sample pool excludes deceased patients
        · All EPRP patients meeting above eligibility requirements for FY03 Q2 were included
  

Response Rates
                       Unable  
Selected        to contact      Contacted       Responded       Response Rate
108,645           1,889            106,756            76,993                  72.12%

The response rate for SHEP FY03 Q2 is good and is consistent the first quarter 2003 Ambulatory Care Survey  (71.64%). 


Site Selection
   
All ambulatory care sites with a unique five-character STA5A facility code were sampled.  A total of 791 ambulatory care sites were included in the SHEP FY03 Q2 survey based on these criteria.


Sample Size per Site

In the early years of VHA's national satisfaction survey, 175 patients were targeted at each sample unit (STA5A).  As a result of the rapid proliferation of CBOCs during the late 1990s, smaller clinics were having more influence on the point estimates of a combined facility, network, and national results than the larger clinics.  After study and review of the sampling method detailed above, a more complex sampling design was instituted which would be more precise and sensitive to change at the clinic level, one that would also partially address the undue influence of the smaller clinics on the point estimates of the VHSS.   

A new sampling scheme was designed to increase the "weight" of larger clinics relative to the previously employed “175 per clinic” sampling method.  This new and more complex sampling method accounts for the number of patients available to be sampled and, consequently, is not capped at 175 patients.  With this new approach to determining sample size, we have the ability to be within 5% of the true mean of the most problematic VHSS at the clinic level, and more precise on VHSS that are less problematic.  This new approach takes advantage of all information including the available population to be sampled, VHSS clinic-level variability, and past clinic-level response rates.  Typically, the VHSS that drove the required sample size at a given clinic was the most variable and/or the most problematic VHSS score.  Sampling weights were then calculated at the clinic level as the ratio of the number of patients meeting the eligibility requirements to the number of patients selected at the clinic.  These sampling weights, in conjunction with a modest non-response adjustment, were used when computing survey results.  Please contact Jim Schaefer (contact information at the bottom of this document) for the specific methods and techniques used in computing survey results.


Non-response bias

As we have seen in the past, the response depended on age.  Older Veterans were much more likely to respond than younger Veterans.  This pattern was also seen when the sample was split by gender.  However, younger female Veterans were more likely to respond than younger male Veterans, but after age 50, male Veterans were as likely to respond as female Veterans.  The minority status of Veterans was not included in the computation of non-response bias due to the missing or incomplete race data available.  Another factor associated with response bias is the number of patients seen at a site.  Patients seen at highly utilized sites were less likely to respond.  Additionally, patients seen in the Primary Care (PC) setting were more likely to respond than those patients who were seen in non-PC clinics.  These factors were determined to be significant using logistic regression analysis and accounted for when the non-response weight was computed.


VHA Veteran Healthcare Service Standards (VHSS)
  
The VHSS are those experiences that Veterans themselves identified as the priority components of high quality medical care in nation-wide focus groups of Veteran patients and their families.  Descriptions of specific provider and staff behaviors associated with each VHSS were obtained during these focus groups and were used to construct the VA patient survey.


Calculation of Veteran Healthcare Service Standard Scores   
Those response levels identified as No-Problem in the 2003 Ambulatory Care Survey (ACS) were identified for each question in SHEP.  For a particular question on a respondent’s survey, a satisfaction score was assigned to that question if there was at least one no-problem response item indicated.  For each respondent, the percentage of questions related to each VHSS answered in a way indicating that the Veteran had had a favorable or non-problematic experience was computed.  For example, if a Veteran gave no-problem answers to three of the four questions related to Specialist Care, then that Veteran’s score for that VHSS would be 75% (3 problems out of 4 = 3/4 = 75%).  Thus, the VHSS score is a satisfaction rate.  

Individual VHSS scores were simply averaged to obtain VAMC-level or Network-level VHSS scores.  For example, if a particular site had only three respondents, and these individuals had Specialist Care scores of 1.00, .50 and .00, then that site’s score for Specialist Care would be .50:

                          (1.00+.50+.00)/ 3 = 1.50/3 = .50 = 50% .

Note that these scores were risk adjusted for differences in age and self reported health status (see next section) 

Risk-adjustment of VHSS scores  
All VHSS scores that appear in this report have been risk-adjusted at the patient level to compensate for the effect of any baseline differences among networks (or facilities or clinics) on those characteristics known to have the greatest influence on patients’ ratings of medical care.  Specifically, all VHSS were adjusted for differences in the age and health status of their respondents.  The overall satisfaction question (Q56) was also risk-adjusted for age and health status.  However, results for Provider Wait Times was not risk-adjusted.

Patient VHSS scores were used as the dependent variable in a general linear model (Graybill, 1976) with “predictor” variable VISN (or facility or clinic), and covariates age and self-reported health status.  The general linear model process finds the best linear combination of parameters and predictor variables provided in the model to explain the observed result.    

Risk adjustment is achieved by substituting the grand means of the covariates, age and health, into the equation added to the parameter associated with the particular VISN.  In other words, the risk-adjustment produced the mean average that could be expected for a VISN given all the covariates were held at their mean level.  Risk-adjusted means and their standard errors were obtained through SUDAAN PROC REGRESS with LSMEANS option (Research Triangle Institute, Inc. 2001).   National averages are not risk-adjusted.  Note that the effectiveness of the risk adjustment is only as good as the risk-adjustment model employed.

VHSS Continuity, the two measures for Pharmacy Services, and Overall Quality are binary variables because they have only one component question.  Logistic regression analysis (Agresti 1990) on an indicator variable (problem/no problem) was used to risk adjust these measures.  Risk-adjusted means and their confidence limits were obtained through SUDAAN PROC RLOGIST using a CONDMARG (conditional marginal) statement that produces results similar to those of the LSMEANS statement described above.  Within-year and across-year differences between national and VISN (or facility or clinic) scores used statistical methodology similar to that described above.  Please contact Jim Schaefer for further details.


References:
Agresti, A.   1990.   Categorical data analysis.  John Wiley & Sons, Inc., New York. 558 pp.

Dillman, D.A.  1999.  Mail and Internet surveys: The tailored design method. 2nd ed.  John Wiley & Sons, Inc., New York.  464 pp.

Graybill, F.A.  1976. Theory and application of the linear model. Wadsworth, Inc. Belmont, CA. 704 pp.

McCullagh, P. and J. A. Nelder. 1989. Generalized linear models. Chapman and Hall, New York. 511 pp.

Neter, J., W. Wasserman, and M. Kutner.  1983.  Applied linear statistical models: regression, analysis of variance, and experimental designs.  Richard D. Irwin, Inc., Homewood, IL. 547 pp.

Research Triangle Institute, Inc. 2001.  SUDAAN User's Manual, Version 8.0  Research Triangle Institute, Inc. Research Triangle Park, N.C. 851 pp.



Excluded Clinic Stops

		Excluded Clinic Stops

		Clinic Code		Description		Exclude

		-99		*FY88 AND LATER*		Exclude

		103		TELEPHONE TRIAGE		Exclude

		105		X-RAY		Exclude

		106		EEG		Exclude

		107		EKG		Exclude

		108		LABORATORY		Exclude

		109		NUCLEAR MEDICINE		Exclude

		110		CARD/VAS NUC MED		Exclude

		111		ONCOLOGY NUC MED		Exclude

		112		INF DIS  NUC MED		Exclude

		113		RADIONUCLIDE TMT		Exclude

		114		SING PH EM TOMOG		Exclude

		115		ULTRASOUND		Exclude

		120		HEALTH SCREENING		Exclude

		126		EVOKED POTENTIAL		Exclude

		127		TOPO  BRAIN MAP		Exclude

		128		PROL VIDEO - EEG		Exclude

		129		HYPERTENSION SCR		Exclude

		130		CHOLESTEROL SCR		Exclude

		131		BREAST CANCR SCR		Exclude

		132		MAMMOGRAM		Exclude

		133		CERV CANCER SCR		Exclude

		134		PAP TEST		Exclude

		135		COLORECTAL SCR		Exclude

		136		FOBT-GUAIAC SCR		Exclude

		140		PHYS.FIT/EXER.		Exclude

		141		VET IMMUNIZATION		Exclude

		144		RADIONUC THERAPY		Exclude

		146		PET		Exclude

		147		PHONE/ANCILLARY		Exclude

		148		PHONE/DIAGNOSTIC		Exclude

		150		COMPUT TOMOGRA (CT)		Exclude

		151		MAG RES IMAG (MRI)		Exclude

		154		MEG-MAGNETOENCEPHALOGRAPHY		Exclude

		155		INFO ASSISTS TECHNOLOGY		Exclude

		161		SPECIAL DSS PHARMACY USE		Exclude

		163		CHAPLAIN-CLIN SVC IND		Exclude

		164		CHAPLAIN-CLIN SVC GRP		Exclude

		166		CHAPLAIN-IND		Exclude

		167		CHAPLAIN-GROUP		Exclude

		168		CHAPLAIN COLLATERAL		Exclude

		169		TELEPHONE/CHAPLAIN		Exclude

		178		TELEPHONE/HBHC		Exclude

		179		TELE HOME CARE		Exclude

		181		TELEPHONE/DENTAL		Exclude

		207		PM & RS INCENTIVE		Exclude

		208		PM & RS COMP WORK		Exclude

		212		EMG		Exclude

		213		PM & RS VOC ASSIST		Exclude

		215		SCI HOME PROGRAM		Exclude

		216		PHONE REHAB SUPP		Exclude

		218		CAT BLIND REHAB		Exclude

		294		OBSERV BLIND REHAB		Exclude

		295		OBSERV SPINAL CORD		Exclude

		324		PHONE MEDICINE		Exclude

		325		PHONE NEUROLOGY		Exclude

		326		PHONE GERIATRICS		Exclude

		351		ADV ILL COORD (AICC)		Exclude

		370		LTC SCREENING(2ND ONLY)		Exclude

		421		VASCULAR LAB		Exclude

		424		PHONE SURGERY		Exclude

		425		TELE/PROSTH/ORTH		Exclude

		428		TELEPHONE OPTOMETRY		Exclude

		450		C & P EXAMS		Exclude

		451		LOCAL CREDIT PAIR		Exclude

		452		LOCAL CREDIT PAIR		Exclude

		453		LOCAL CREDIT PAIR		Exclude

		454		SPECIAL REGISTRY 5		Exclude

		455		LOCAL CREDIT PAIR		Exclude

		456		SPECIAL REGISTRY 6		Exclude

		458		SPECIAL REGISTRY 7		Exclude

		459		SPECIAL REGISTRY 8		Exclude

		460		LOCAL CREDIT PAIR		Exclude

		461		SPECIAL REGISTRY 1		Exclude

		462		LOCAL CREDIT PAIR		Exclude

		463		LOCAL CREDIT PAIR		Exclude

		464		LOCAL CREDIT PAIR		Exclude

		465		LOCAL CREDIT PAIR		Exclude

		466		LOCAL CREDIT PAIR		Exclude

		467		LOCAL CREDIT PAIR		Exclude

		468		LOCAL CREDIT PAIR		Exclude

		469		SPECIAL REGISTRY 2		Exclude

		470		SPECIAL REGISTRY 3		Exclude

		471		LOCAL CREDIT PAIR		Exclude

		472		LOCAL CREDIT PAIR		Exclude

		473		LOCAL CREDIT PAIR		Exclude

		474		RESEARCH		Exclude

		475		LOCAL CREDIT PAIR		Exclude

		476		LOCAL CREDIT PAIR		Exclude

		477		LOCAL CREDIT PAIR		Exclude

		478		LOCAL CREDIT PAIR		Exclude

		479		SPECIAL REGISTRY 4		Exclude

		480		LOCAL CREDIT PAIR		Exclude

		481		LOCAL CREDIT PAIR		Exclude

		482		LOCAL CREDIT PAIR		Exclude

		483		LOCAL CREDIT PAIR		Exclude

		484		LOCAL CREDIT PAIR		Exclude

		485		LOCAL CREDIT PAIR		Exclude

		501		HMI OUTRCH.		Exclude

		515		CWT/TR-HCMI		Exclude

		517		CWT/SUB ABUSE		Exclude

		518		CWT/TR SUB ABUSE		Exclude

		522		HUD-VASH		Exclude

		526		TELE SPEC PSYCH		Exclude

		527		PHONE GENERAL PSYCH		Exclude

		528		PHONE/HMLESS MENT ILL		Exclude

		530		TELEPHONE/HUD-VASH		Exclude

		533		MH INV BIOMED CARE-IND		Exclude

		535		MH VOCAT ASSIST		Exclude

		536		TELE/MH VOC ASSIST		Exclude

		537		TELE PSYC/SOC REHAB		Exclude

		538		PSYCHOLOGICAL TESTING		Exclude

		542		TELEPHONE PTSD		Exclude

		543		TELE ALCOHOL DEPEND		Exclude

		544		TELE DRUG DEPENDENCE		Exclude

		545		TELE SUBSTANCE ABUSE		Exclude

		546		TELEPHONE/MHICM		Exclude

		566		MH RISK FAC RED EDU GRP		Exclude

		571		READJ COUNSEL-IND		Exclude

		572		READJ COUNSEL-GRP		Exclude

		573		MH INCEN THER-GRP		Exclude

		574		MH COMP WK THER-GRP		Exclude

		575		MH VOCAT ASSIST-GRP		Exclude

		579		TEL/PSYCHOGERIATRICS		Exclude

		604		HOME H-DIAL TRNG		Exclude

		608		HOME P-DIAL TRNG		Exclude

		609		HOME H-DIAL TRMT		Exclude

		611		TELEPHONE DIALYSIS		Exclude

		650		CONTRACT NH DAYS		Exclude

		651		STATE NH DAYS		Exclude

		652		STATE DOM DAYS		Exclude

		653		STATE HOSP CARE		Exclude

		654		RESIDENTIAL NON-VA CARE		Exclude

		655		COMMUNITY NON-VA CARE		Exclude

		656		DOD NON-VA CARE		Exclude

		657		ASSIST LIVING VENDOR WORK		Exclude

		670		ASSIST LIVING VHA-PAID STAFF		Exclude

		680		HOME/COMM ASSESS		Exclude

		681		VA-PD HOME/COMM HC		Exclude

		682		VA-REF HOME/COMM CARE		Exclude

		701		HYPERTEN SCREEN		Exclude

		702		CHOLESTER SCREEN		Exclude

		703		MAMMOGRAM		Exclude

		704		PAP TEST		Exclude

		705		FOBT-GUAIAC SCRN		Exclude

		706		ALCOHOL SCREEN		Exclude

		709		PHYS FIT/EXER CS		Exclude

		710		INFLUENZA IMMUNIZ		Exclude

		711		INJ CS/SEAT BELT		Exclude

		712		HEP C REGISTRY PAT		Exclude

		725		DOM OUTREACH SERVICE		Exclude

		726		DOM AFTERCARE COMMUN		Exclude

		727		DOM AFTERCARE-VA		Exclude

		728		DOM ADMIT/SCREEN SVC		Exclude

		729		TELEPHONE/DOMICILIARY		Exclude

		730		DOM GENERAL CARE		Exclude

		731		PRRTP GENERAL CARE		Exclude

		801		IN-VISN OTHER VAMC 2-103		Exclude

		802		OUT OF VISN VA 2-103		Exclude

		803		COMMERCIAL 2-103 PHNE TRIAGE		Exclude

		902		CAT SCAN		Exclude

		906		BLOOD/B.P. TRANS		Exclude

		907		NUCLEAR MRI		Exclude

		999		EMPLOYEE HEALTH		Exclude






