Critical Success Factor:  Value

Topic:  Excellence in Health Care Value

Goal:  Our goal is to fulfill our responsibility to the public by providing excellent health care value for all services provided.

Describe what “excellence in health care value” means for our patients – veterans.

	Safety
	Quality

	Timeliness
	State of the art treatment modalities

	Customer service
	Scheduling visit coordination

	Respect / dignity / compassion
	Convenience

	Accessibility
	Expertise on demand

	Comprehensive biopsychosocial, spiritual needs met
	Continuum of care

	Easily understood
	Maintains level of wellness

	Recognition of individuals
	Getting it right the first time

	Good working relationship with the provider
	Participation in decision making about health care

	Coordination of care
	Feel welcome – good customer service (friendly atmosphere)

	Human intervention on the phone versus voice mail
	


What are the top critical things that need to happen for us to achieve this goal?

	Education of staff and patients
	Confidentiality

	Use existing technologies
	Recouping resources through correct coding to support MCCF and VERA efforts

	Reduce medication errors by using CBMA, identifying risks
	Coordinate scheduling of appointments across care lines

	Minimize no-show rates
	Address overt needs of patient, i.e., biopsychosocial

	Complete involvement of all stakeholderts
	Broad use of all patient resources such as Medicare; coordinate with non-VA resources

	Parity of mental health benefits with medical benefits (including substance abuse)
	Include outcomes in evidence based medicine

	Acknowledge cost to support clinical initiatives
	Increase the number of direct care givers

	Maintain adequate staffing levels
	All employee involvement

	Patient education
	Benchmarking with best practices

	Resource management
	Reduce redundancy

	Maximize staff efficiency
	Appreciation of good work (reward / recognition)

	No run-around for veteran services
	Expansion of eligibility for services (whole health of the veteran)

	Primary care clinic system like private doctor’s office
	Better public relation

	Reduce / eliminate co-pay for veterans
	


How would this goal benefit our patients – veterans?

	Improved quality of life for veterans
	Improved health status / function

	Reduced reliance on resources would increase capacity to treat additional patients
	Prevent catastrophic events

	Increase research projects which increase patient care and improve outcomes
	Improve patient satisfaction

	Better healthcare 
	“More bang for the buck”

	More information for the patients
	More satisfied staff

	Error reduction
	Reduced confusion about our services by patients and staff


