Veterans Integrated Service Network 2 Business Plan

Customer Service Council

FY 2002 Accomplishments

Network 2’s Customer Service Council continues our mission to become “world class” in Customer Service and delivery of healthcare.  Our vision of the future is to provide quality healthcare in a patient-focused service delivery system that delights our customers. We will be innovative in our design and delivery of customer services, we will benchmark with “best of the best” organizations, and will develop systems and products that respond to current patient and customer needs and needs yet to be identified. The Network 2 Customer Service Council utilizes various “listening and learning posts” and continuous measurement and improvement systems, to keep our focus on improving patient satisfaction.  The council also develops and implements initiatives that are focused on improving service delivery systems and patient satisfaction. Our goal is to be the best healthcare delivery system, and veterans’ first choice for healthcare.

The Network’s Customer Service plan for FY2002 and the strategic business plan for FY2003 continue the theme of improving access and quality by creating systems that listen, learn and improve through monitoring and root cause analysis. 

The following are the N2 Customer Service Council’s “listening and learning posts” for FY2002 and beyond:

· QuickCards/Survey Tool – Continued this feedback mechanism in FY2002, with use of web-based survey database & reporting, cross-VISN comparisons (with VISN 10), and refined the questions/categories on the QuickCard, effective July 1, 2002.

· 48 Hour Post-Discharge Phone Calls – Continue the follow up phone calls, with emphasis on streamlining the content of questions asked of patients to focus on patients’ needs (medications, supplies, followup visits as appropriate, etc.).  A sampling of patients will be asked the more extensive list of follow up questions.  The year was spent in getting all sites up and using the standard tool, along with exploration of a web-based data repository for the results of these followup calls, and the automatic generation of graphs and reports. This aspect is pending action of the Knowledge Management Office. Results of calls need to be tracked, analyzed and trended to drive improvement actions.

· Rollup Reports/Clinic Cancellation Reports – Continued for the 6th year in N2, now incorporating more sophisticated reports on KLF average waiting times and “hotspots” (average waiting times beyond 60 days), as well as outlier reports for percent of appointments made within 30 days (preliminary threshold set at 70%).  Served as continual “thermometer” to assess our performance progress toward waiting time goals.  During FY02, the monthly Rollup reports became monthly N2 Customer Service/Advanced Clinic Access reports, with more robust content.

· Patient Advocates - Crosswalked the patient complaint issues with the patient rights and responsibilities. Explored new ways to identify and track front line problem issues & resolution.  During the latter part of FY2002, partnership between local Care Line Managers, local Customer Service Coordinator and local Patient Advocate resulted in a pilot for “Point of Service Contacts” being developed at one N2 facility.  This system is being rolled out across VISN 2.  This involves reinforcement of front-line staff use of the Service Recovery/Comping program, along with newly identified clinic or patient service area “Point of Service Contacts” (usually manager of area) who are identified to patients as the next person to contact if there is a complaint or concern that the front-line person cannot resolve.  The last contact identified to the patients is the Patient Advocate. Patient Advocate database changed in summer 2002; results now being grouped & reported somewhat differently than previously.

·  “Comping”/Service Recovery Program – Continued in FY2002, with full implementation with feedback, process improvement cycle.  VISN 2 experienced an overall growth of 6% in FY02, with a 200% growth in the use of the comping program at a couple of Medical Centers during FY02.  A VISN 2 representative continued work in FY02 on a national task group to develop a VHA Service Recovery directive, handbook and video for distribution to VHA staff.  Anticipated date of release is Qtr 1, FY03.

· Fresh Eyes/Shadowing/Observations – Sunsetted for much of FY2002, but renewed at the June 2002 Customer Service Council Retreat, for deployment in FY03.  Customer Service Coordinator at Albany will champion the “Fresh Eyes” program, with veteran representatives and patients serving as the “Eyes”  reporting strengths and improvements needed across VISN 2 facilities. 

· Internal Shopper program – Continued in FY2002, with emphasis on assessment of degree of implementation of N2 CSC initiatives across the Network at all Medical Centers – functions as internal quality monitor for CSC.  Findings included some variability in deployment of N2 CSC initiatives at all Medical Centers across the Network and feedback related to findings was provided to local CS Coordinator, and local leadership. Decision made to sunset this program at conclusion of FY02.

· Virtual Help Desk - The Virtual Help Desk Team of 25 subject matter experts continued to respond to e-mail inquiries from the Website with reliable and accurate information regarding health care and VHA information – 514 contacts in FY2002. VHD also held a daylong training session on July 16, 2002, for VHD team members, to discuss working effectively over e-mail and to implement procedures to strengthen patient privacy and security online. The Virtual Help Desk Network Policy has been updated to more accurately reflect the current process, and better define the process for ensuring patient privacy and security. The Privacy Policy posted on our website has been revised and refined to more clearly address privacy and security. The Virtual Help Desk Team membership has been reviewed and updated to ensure that appropriate areas are well represented. A plan for utilizing PKI and Digital Certificates has been developed to utilize the available technology to secure the transmission of email, which may contain sensitive identifying information. HIMS, Information Security, and National Privacy Act Officer have been consulted and feedback incorporated into the policy and procedures. Training was developed for Virtual Help Desk Team members to enhance awareness of privacy and security issues, as well as ethical, medical, and legal implications associated with email communication. To provide more specific information, the Virtual Help Desk provided hyperlinks to connect users to specific websites. Also, to help improve customer satisfaction, the VHD team reported its trending patterns to the Network Customer Service Committee for comparison to other customer service measurement tools.
· Website User-Focused Redesign - Redesign of the VISN 2 Website was launched in FY02 to accommodate minimum browser standards, evolution of new technology, revisit content sections, streamline contact with VA personnel, and focus Internet site in particular on veteran audience. N2 CSC partnered with the N2 Web Development Team. 

The following are the N2 Customer Service Council’s initiatives for FY2002 and beyond:

· E-health, including patient-provider communication - Focus for FY2002 was to address factors which impact implementation of E-health, based on results of SWOT analysis done in late FY01.  The Network 2 eHealth Task Force was created to develop and maintain a strong Network of expertise in critical areas, which will support and strengthen the development and implementation of eHealth initiatives and policies in Network 2. The eHealth Task Force is partnering with the My Health eVet National Team to develop a pilot for connecting patients to health record information, patient education, and interactive tools. N2 CSC partnered with Knowledge Management office and N2 Webmaster; monthly updates on N2 Website and E-health were provided to the CS Council. 
· Newsletter – Partnered with Network Communications officer to incorporate CS topics in N2 All Employee newsletters.

· Patient Binder/Patient Envelope – Planned for transition to the N2 Education Council for oversight and continued implementation in FY2002, the Patient Binder remained with the Customer Service Council.  The Network Communications officer and her staff are assisting with standardization of the content and local printing in VISN 2.  CS Council arranged for a supply of replacement binders to be purchased at the end of FY02.  The CS Council remains involved with the Patient Envelope, coordinating efforts with Education Council and the Network Communications officer to standardize contents and deployment methods across VISN 2.

· Clinical Reminders (CRs) to Patients - Identified clinical reminders to incorporate into a publication to share with patients and staff across the Network.  This was deployed across VISN 2 as part of the prints that occur for every patient visit in Primary Care.  Refinements being undertaken in FY03, to look for means of providing the patient’s clinical reminders annually, perhaps with birthday greeting message.
· Benchmarking - Incorporate a strategy building from Benchmarking and other current/planned CS activities to establish a Customer Service Center of Excellence in VISN 2. Outlined the concept and directions at FY2002 CS Annual Retreat and formed workgroup to address it during FY2003.

· Continue IHI-VA Delays Collaborative/Advanced Clinic Access work – N2 is participating in VHA’s Advanced Access Initiative, with goal of getting the 6 Performance Measures clinics’ wait times down to less than 30 days, and spreading these improvement concepts widely throughout VA.  Viewed as one of the leaders in this work among VA VISNs. N2 is continuing work in all clinics along the same lines with same goal; we also have goal of “open access” in Primary Care in N2 – seeing patients same day as they call/come in, by own provider.  CSC member serves as N2 Point of Contact and is a member of the national VHA Advanced Access Steering Committee. For FY 2002, N2 spread ACA 10 Key Changes to 86% of the 6 Performance Measures clinics (Audiology, Cardiology, Eye Care, Orthopedics, Primary Care and Urology); with 52% spread to all N2 clinics.

· Patient Admission Video – continued rollout, distribution to new enrollees and follow up with a patient survey to determine effectiveness (video, web, On-Demand). Standardize nomenclature for survey responses using very poor, fair, very good to excellent.  Assess benefits and outcomes.  Work to continue in FY2003.

· Baldrige/Strategic Planning workgroup – Prepared and updated the CSC’s Strategic Plan and Baldrige-criteria based documentation of processes and accomplishments. Baldrige/Strategic Plan Team will ensure the N2CSC theme of "Keep the Promise - Achieve the Results” is accomplished.

· Planetree - Continued to support Planetree Initiatives and Principles (of Patient Focused, Patient Centered, Holistic Care,) across the Network, integrated with the work of the Customer Service Council as appropriate.

· Bayer/Treating Veterans with C.A.R.E. training – Bayer: Continued in FY 02 for 100% of all providers in Network 2 to receive this Customer Service Training. Treating Veterans with C.A.R.E.: Ongoing with goal for FY 02 for 50-75 % of employees to be trained ---- and 100% by end of FY 03. Expectation was that each C.A.R.E. Trainer would provide one session per quarter - working in teams of 2. VISN 2's first "Coaching for C.A.R.E." training class was completed in September of this fiscal year. All (100%) of Veterans Service Center local managers and their leads completed the program. Our plan is to continue to schedule one class per quarter for FY 03. Coaching for C.A.R.E. trainers from other neighboring VISNs will join us as co- trainers for several of the next scheduled classes.

· Expert Referral Guide – Continued to maintain for ready reference by VISN 2 and other VHA staff.  Renamed in FY02 to VISN 2 Contact Directory.

· Formed a new workgroup to review excellent customer service behaviors and develop “scripts” for staff members – worked in partnership with Education Council, and HR Council.  Both Rochester OPC and Buffalo sites’ Primary Care and specialty clinics are involved in development and pilot use of several scripts.  Both these scripts and general scripts applicable to all staff (such as Elevator Etiquette, Recommended Service Behaviors) have been shared with N2 CS Council.  Workgroup will continue in FY03 and is accelerating the development & deployment of scripts.

· VISN 2 Website – Customer Service – Continued in FY2002 with ongoing review and update of the CS content on the N2 Website.  During FY02, the Website was enhanced to include a VISN 2 Advanced Clinic Access website, which contains a wealth of information about VISN 2 progress – success stories, ideas and presentations from our Internal Collaborative Learning Sessions, reference materials, and reports (both national and VISN 2). This is Important as our Website is used widely as a reference in VA and beyond. Customer Service Council piloted a Web-based document management system to distribute and organize Council minutes and other files. 
· N2 Customer Service Council members continued the semi-annual Customer Service presentations at each site’s Medical/Dental staff meeting to share survey results, best practices and improvement strategies and to facilitate Care Line improvement actions. Partnered with Physician Executives and Local Care Line Managers.
· Maintained Greeter program at each site of Network 2.  Greeters serve as a daily focus group to discover how our veterans and guests experience our facilities.
· Co-Chairs, Customer Service Council highlighted clinic waiting time performance trends and priorities for improvements for Customer Service and Advanced Clinic Access and shared action plans to improve Customer Service performance at quarterly Network 2 Executive Leadership Council meetings.  Partner with Network 2 ELC.
· Conducted annual Customer Service “Retreat” to refine the strategic/business plan for the Customer Service Council and determine top priorities for improvement for upcoming year.

· Continued Benchmarking activities by identifying best practices.  Sent information for community-based benchmarking in healthcare to VAMC directors in VISN 2.  The chair of the CSC Benchmarking workgroup stepped down in FY2002 from membership on the CS Council; a new lead for this group should be identified and the group’s work continue in FY03. Partner with Network and Local Care Line Managers.
· Continued Network 2 Customer Service Council identification of current Network and local feedback mechanisms and assure public posting of feedback, including actions taken to improve performance.  Local customer service committees are held accountable for posting information at the facility.  Reporting occurs via medical center displays, in print format and on the VISN 2 Website.
· Continued the “Patient Pager” program throughout Network 2 to facilitate the ability of patients to move freely, if an unexpected delay occurs. 

· Maintained the Customer Service brochure for all Network 2 staff, to outline the importance of customer service in our work.

· Network 2 Customer Service Council continued partnering with the Network’s Veterans Service Centers – the aim is to provide “one-stop shopping” in a standard manner at medical centers throughout Network 2. 

· Continued to maintain a Reference Library for Customer Service at each medical center in Network 2 - to be used for staff training and performance improvement.  Additional videos and books were purchased late in FY2002 to add to the local CS reference libraries.
· Highlighted Customer Service initiatives to encourage staff buy-in and continually improve patient satisfaction. This was done through a variety of means across Network 2: open forums with directors, town meetings, displays of QuickCard comments and other Customer Service information, “notable news” on VISTA sign-on bulletin, holding “fairs” for Customer Service and participation in Network 2 Goalsharing, HPDM, Customer Service Week and Public Service Employees Recognition Week events.
· VA Western NY Healthcare System continued participation in the Niagara Health Quality Coalition, which includes publishing Patient Satisfaction survey results from the hospitals in the Western NY community.
· Continued partnership with the Physician Executives in Network 2, for Resident/Affiliate workshops on Customer Service, to include Planetree concepts, Advanced Access, patient-centered philosophy and approach to providing care in Network 2.
· Provided a VISN 2 Customer Service workshop for representatives from the VAMC Fargo, ND and Central Alabama Healthcare System in August 2002.
· 2 Storyboard/Poster presentations from VISN 2 were accepted at the July 2002 Annual Picker Symposium; one was on N2 QuickCards and the other on N2 Advanced Clinic Access spread.
· Mentorship of 2 Customer Service Interns (SEEP program – HACU, HBCU) at VAWNYHS during summer of 2002.
· VISN 2 participation on VHA national Advanced Clinic Access Steering Committee (VISN 2 Point of Contact for ACA is member); VISN 2 participation in VHA national Access Experts (Dr. Sanderson for Primary Care; Dr. Farber for Eye Care).

· VISN 2 representative on VSSC/NPAP task group to develop a VA “Service Recovery” Handbook, Directive and video for deployment in FY2003.

· Customer Service Council awards support for VISN 2 – for the Carey, Kizer and “Most Wired” awards.


