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Introduction

The Phase 1 rollout of the National My HealtheVet Program includes the required placement of Internet-connected PCs at each Medical Center in order to ensure that all veterans have equitable access to Internet-based resources, including My HealtheVet.  In addition to this requirement, offering on site access to Internet based resources offers tangible benefits in support of access to information, patient health education resources and tools, and the VISN 2 website.  The development of Medical Center Internet Access Rooms in a Planetree model will improve customer service, veteran satisfaction, and support VHA’s vision of the informed, activated patient.   

The goal of this project is to develop a Planetree-modeled space at each site, with well-supported, convenient access to Internet-enabled computers for veterans.  The project will also explore the creation of a more comprehensive Patient Health Information Center by supplementing web-based tools with other patient health information tools, for example On Demand patient health education materials. 

Phase 2 of the project will focus on development of the same type of resource availability at VISN 2 Community Based Outpatient Clinics  (CBOCs).  The need to enhance availability of patient health education resources to patients served by our CBOCs is equally important, and may be more compelling, ensuring access to program benefits for rural populations. 

Design

The design of the Internet Access Rooms will incorporate Planetree principles in creating a user-friendly, accessible, functional and inviting space.  The Network Planetree Coordinator will serve as a consultant to the project in order to further define design requirements and maximize resource usage.  

I. Physical Requirements

A. Location

· Room Location

· Minimum Space Requirements

· Wheelchair Accessibility

· Proximity to Patient Care Areas

Although space is at a premium at most of our Medical Centers, determining a suitable location is critical to the success of the project.  The room location must be wheelchair accessible and easily accessible to veterans in the facility, in order to promote optimal usage.  Multiple factors should be taken into consideration in designating a desirable location, including facility foot traffic patterns, proximity to patient care services, staff support needs, and visibility. These are recommended criteria to consider for the location selection of these areas at each site.  Medical Centers may choose to optimize existing locations and supplement with these elements to create the appropriate environment.
B. Office Furniture

The project requires the installation of suitable office furniture to accommodate user needs.  The amount and type of furniture required is dependent upon the number of PCs to be placed, and may include desks, chairs, printer stands, carrels, shelving, lighting and other furnishings.

C. Privacy

· Furniture Configuration

· Privacy Screens

PC stations should be arranged to include privacy for viewing of sensitive medical records.  Dependent upon the configuration, privacy screens may also be needed to meet privacy requirements.  

D. Security

· Safeguarding equipment and resources

· Monitoring of the area

Hours of operation will be established during which access to the room will be available.  During non-operational hours the room will be secured in order to safeguard equipment and resources.  The site will develop a plan for monitoring the area in order to manage and optimize use of the room.

II. Technical Requirements

A. Computers 

The sites will identify the optimum number of PCs to be placed in the room, using the general guidance of the Office of eHealth to meet project goals: a minimum of three computers is recommended.  IS staff will set up PCs and provide recurring maintenance or troubleshooting support as needed.

B. Internet Connectivity

The IS Netcom/WAN Team will identify options for procuring Internet Access at each site.  Netcom staff will collaborate with the Office of eHealth to implement the most effective solution to balance access with cost.  


C. Account Access (method of Login)/Workstation Configuration/System Refresh

The IS Netcom Team will develop a recommended standardized workstation configuration, options for a nightly reset to default settings to refresh the systems, and a standardized and compliant method of managing account access (method of login).


D. Filtering/Blocking Software

Software for Filtering/Blocking of Inappropriate Internet sites will be standardized and implemented in order to ensure appropriate use. 


E. Antivirus Software and Updates

Antivirus software solutions will be standardized and implemented, and a method for updating DAT files and system patches will be established and scheduled. The IS Operations Managers will ensure that a plan is established to support this need. 

F. Printers and Peripherals

Printers will be installed locally and made available to system users.  Network printers will NOT be utilized in order to protect information security and patient privacy. Other equipment needed may include headphone sets for audio privacy, and specialized resources to accommodate disabled or impaired users.  Paper shredders should be available in order to accommodate disposal of printed information, in order to protect patient privacy.  

G. Software

Many of the resources are web-based and require a standard browser (Internet Explorer) and readily available plug-ins (Acrobat Reader).  Additional software requirements will be dependent on additional patient health education resources and the Patient Education Council/Office of eHealth will identify desired programs and software requirements, as well as any supplemental software needs, for example to support additional needs for disabled or handicapped veterans.


H. Infection Control

In order to ensure patient safety, an infection control plan will be adopted by the site (for example:  application of disinfectant to mouse, keyboard, etc on a regular basis, availability of disinfectant wipes for users, disposable covers for headphones, etc.)

III. Support Requirements

A. Staffing & Training

Staffing support is required in order to support users, provide direction as needed, and maintain an effective environment.  Options that have been effective at other facilities include assignment of light duty personnel, voluntary services, and rotational program management with shared scheduling.  This requirement is critical to ensure that veterans receive just in time support both in order to ensure ability to utilize available resources and to promote user satisfaction. The ideal model will designate ownership for this element.

Training veterans to utilize the tools and resources is an important element of program effectiveness.  Knowledgeable staff should be available to provide the services needed, including helping veterans with using the computers, helping with basic Internet use, and helping with locating authoritative health information when requests are received.

B. Telephone Support

The location should include a telephone connection and phone unit in order to make it convenient for users to call the toll-free National Help Desk.  

C. Marketing

· Communication Plan

· Brochures

· Signage

The site will develop a marketing plan to enhance awareness and maximize local usage

D.  Rules of Use
Acceptable Rules of Use will be developed and standardized and implemented at each site.

IV. Special Needs for CBOCs
In addition to the requirements listed above, the Phase 2 Release of the National My HealtheVet Program scheduled for November 2004 will require a one-time on site identification of the Veteran (heavy-proofing) as well as a Release of Information component.  With the Phase 2 release including online services such as online prescription refills, appointment viewing, and self-entered metrics, identifying resources and effective processes at the CBOC to accommodate these needs will become increasingly important, and an essential element of the My HealtheVet program.

The technical solution for connectivity to Internet based resources will need to be explored along with an analysis of additional connectivity needed to provide access to other tools and resources such as the On Demand system. IS Netcom staff will identify additional resources needs and cost associated with solutions for connectivity to accomplish this goal.
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