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Department of Veterans Affairs Medical Center

P.O. Box 69004

Alexandria, LA  71306-9004

(318) 473-0010

or

1-800-375-8387

WELCOME

The staff and I welcome you to the Department of Veterans Affairs Medical Center at Alexandria (VAMC).

The Medical Center is fully accredited by the Joint Commission on Accreditation of Healthcare Organizations (JCAHO). It is staffed with highly trained and competent healthcare specialists utilizing the best equipment available to provide quality care to you, the patient.

Please read this Patient Handbook carefully. It contains Medical Center rules and regulations, information about the services we provide and answers to commonly asked questions. If you have any other questions, don't hesitate to ask for assistance.

Our desire is to meet the healthcare needs of you, the veteran patient.

Sincerely,


Allen J. Colston 

Medical Center Director

CORE VALUES


There are five VHA care values that, at a minimum, shall be reflected in the performance of all hospital employees.  These values are:  Trust, Respect, Commitment, Compassion, and Excellence.  To promote a common understanding, these terms are defined as:


TRUST – means having a high degree of confidence in the honesty, integrity, reliability, and sincere good intent of those with whom we work, the services that we provide, and the system that we are part.  Trust is the basis for the caregiver/patient relationship and is fundamental to all we do in healthcare.


RESPECT – means honoring and holding in high regard the dignity and worth of our patients and their families, our co-workers, and the system we are part of.  It means relating to each other and providing services in a manner that demonstrates an understanding of and a sensitivity and concern for each person’s individuality and importance.


COMMITMENT – means dedication and a promise to work hard to do all that we can to provide service to our co-workers and our patients that is in accordance with the highest principles and ethics governing the conduct of the healthcare professions and public service.  It is a pledge to assume personal responsibility for our individual and collective actions.


COMPASSION – means demonstrating empathy and caring in all that we say and do.  It means sharing in the emotions and feeling of our co-worker, our patients and their families, and all others with whom we are involved.


EXCELLENCE – means being exceptionally good and of the highest quality.  It means being the most competent and the finest in everything we do.  It also means continually improving what we do.

MISSION

The mission of the Alexandria VAMC is to provide quality healthcare to eligible veterans in an efficient and compassionate manner.

VISION

· To be recognized as a center of excellence for healthcare delivery that strives to improve the quality of life for those served;

· To provide a work environment which fosters mutual respect, nurturance, collaboration for all employees and recognizes staff creativity and initiative;

· To offer educational affiliates a unique and comprehensive site for field experience and professional education, which supports basic clinical research related to the needs of patients, affiliates and the staff;

· To serve as an integral part of the community and to participate in activities that enhance the overall socioeconomic and Healthcare needs of Central Louisiana with continued support to the Department of Defense.

VALUES

Our management philosophy is based on the following organizational values:

Sharing

Enthusiasm

Respect

Vision 

Integrity 

Caring 

Excellence
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The following is a brief summary of Patient Rights and Responsibilities. These are also posted throughout the Medical Center.

PATIENT RIGHTS

These Patient Rights are assured for each patient unless medically contraindicated.

· Veterans have the right to receive accurate, easily understood information about their health plans, facilities and professionals to assist them in making informed healthcare decisions. This includes:

1.  Health Plans


2.  Health Professionals


3.  Healthcare Facilities

VISN 16 Policy:

· We will strive to provide information and education about your healthcare that you understand.
· We will tell you about your medicines and the danger signals to look out for, and activity level you can have.
· We will tell you about the benefits and risks of your plan of care.
· We will tell you about your recuperation time.
· We will tell you alternative types of care and locations.
· We will tell you the names of your providers and their professional status.
CHOICE OF PROVIDERS AND PLANS

Veterans have a right to a choice of healthcare providers that is sufficient to assure access to appropriate high-quality healthcare. This includes:

1.
Provider Network Adequacy

2.
Access to Qualified Specialists for Women's Health Services

3.
Access to Specialists

4.
Continuity of Care 

VISN 16 Policy:

· One healthcare team will be in charge of your care.
· You can expect to know whom to contact when you have a problem.
· We will take responsibility for coordination of your care.
· We will ensure that your providers talk to each other and give you clear plans to care.
· If you need a specialist, including gynecology, you can expect us to make all necessary arrangements to ensure that one is provided for you.
· We will provide smooth transition between your inpatient and outpatient care.
· We will provide you with timely access to healthcare.

· You have the right to seek the care of a private physician at your own expense. Dual care will not affect your service connection status. If you do seek care outside of the VA, you are asked to share this with your providers so that they can talk to each other and develop clear plans of care for you.
PARTICIPATION IN TREATMENT DECISIONS

Veterans have a right to fully participate in all decisions related to their medical care. Veterans who are unable to fully participate in treatment decisions have a right to be represented by a spouse, parents, guardians, family members, or other conservators.

VISN 16 Policy:

· We will involve you in the decisions of your care. Your preferences will be met whenever possible and medically appropriate. We will listen to your concerns and discuss them with you.
· We will provide opportunities to involve your family in your care when appropriate. Whether your family is involved, however, should generally be your choice.
· You have the right to refuse treatment, and will be told of the medical consequences of refusal.
· We will provide opportunities for you to formulate advance directives, a Living Will, and appoint a surrogate decision-maker.
· We will assist you through a variety of methods to communicate your needs.
RESPECT AND NONDISCRIMINATION
Veterans have the right to considerate, respectful care from all members of the healthcare industry at all times and under all circumstances. An environment of mutual respect is essential to maintain a quality healthcare system.

Veterans must not be discriminated against in provision of healthcare services based on race, ethnicity, national origin, religion, sex, age, current or anticipated mental or physical disability, sexual orientation, genetic information, or source of payment.

VISN 16 Policy:

· Healthcare providers and patients are to treat each other with courtesy and dignity.
· Neither discrimination nor abuse will be tolerated.
COMPLAINTS AND APPEALS

All veterans have a right to fair and efficient process for resolving differences with their health plans, healthcare providers, and the institutions that serve them including a rigorous system of internal review and an independent system of external review.  See Page 13 for the complaint procedure.

VISN 16 Policy:

· We will handle your complaints in a timely and sensitive manner.
· We will treat you with respect and dignity.
· We will not hinder your care if a complaint is made.
· We will inform you of your rights.
· Our staff are aware of the rights and responsibilities of patients, and the complaint process and will assist you as best they can to resolve your concerns.
· In all cases where there is a denial of healthcare related benefit(s), you will receive notification of due process requirements. It will include the reason for the decision, and a summary. We will inform you of the process for further review of the decision.
CONFIDENTIALITY OF HEALTH INFORMATION

Veterans have the right to communicate with healthcare providers in confidence and to have the confidentiality of their individually identifiable medical information protected. Veterans also have the right to review and copy their own medical records and request amendments to their records.

VISN 16 Policy:

· We will provide support and privacy to meet your emotional needs.
· We encourage you to share your concerns.
· Information related to your care will be shared with those who are caring for you.
· Our staff are trained and educated to be sensitive and respectful of your privacy.
PATIENT RESPONSIBILITIES

In a healthcare system that affords veterans rights and protections, it is reasonable to expect veterans to assume correlative responsibilities.

VISN 16 Policy:

· We will provide you with our handbook on Patient Rights and Responsibilities that will help you receive the highest quality care. It also shows the importance of your participation in your care.
· You are responsible for following safety rules and posted signs.
· You are responsible for cooperating with your treatment team and bringing concerns about your care to them.
· You are responsible for being considerate and respectful to all clinic staff and of other patients.
· You are responsible for preventing harm to yourself, other patients and staff by your actions. All weapons are prohibited. Abusive behavior will not be tolerated.
· You are not to interfere with the treatment of other patients.
· You are responsible for alerting the staff when another patient is having difficulty.
VISITATION OR VISITING HOURS

Visiting hours for patient care areas are posted throughout the Medical Center. They may be adjusted to meet specific patient needs. Visitors may be restricted for therapeutic reasons by the doctor or nurse. Visitors for patients in isolation must check with nursing prior to entering the room.  Capable patients may visit with children in the lobby area.

Visiting Hours are:

Hospital (Building 7) 10:00 AM - 9:00 PM daily

(Building 9 & 7)  * (Restricted to age 12 and above.)

Ward 9A

1:00-2:00 PM & 6:00 - 7:00 PM (Monday - Friday)
9:00 AM - 8:00 PM (Weekend/Holidays)


Ward 9B

10:00 AM - 9:00 PM daily  (no age restriction)

Extended Care (Building 2 and 45) 6:00 AM - 10:00 PM daily

(No age restriction)

ICU (Building 7) 7:00 AM, 11:00 AM,. 3:00 PM, and 7:00 PM.

One to two immediate family members may visit for ten minutes or at the discretion of the nurse.

SMOKING POLICY

The Alexandria VAMC is a smoke-free facility. Smoking is not allowed within medical buildings, with the exception of designated areas in Extended Care, nor within 15 feet of an entrance or exit of any of the Medical Center buildings. Smoking shelters are available. The Smoking Control/Smoking Cessation Officer will provide reading materials, referral sources and/or treatment for patients who want to stop smoking. The Officer can be reached at Ext. 2627.

PATIENT REPRESENTATIVE

The Patient Representative is available to assist veterans and families throughout the Medical Center with their concerns about services. The office is located in Bldg. 7, Room 119. Telephone ext. is 2293 or Pager 6-0-267. Hours are 8:00 to 4:30, Monday through Friday. During other times contact the Nurse Supervisor or the AOD (Administrative Officer of the Day) at ext. 2406.

COMPLAINT PROCEDURES
If you would like additional information or if you are not satisfied with any aspect of our delivery of healthcare, contact any member of the primary care team, a patient representative or veterans service organization liaison. Every attempt will be made to resolve your concerns or guide you to the next step. If you remain dissatisfied, you may submit your concerns in writing to the Medical Center Director. A fact-finding review of the circumstances will be conducted and a decision made based on the information provided by you and substantiated by medical and administrative records. You will be notified of the decision in writing. (In cases where billing or eligibility is an issue, you will also receive an explanation of the due process requirements should you wish to pursue your complaint.)

THE BIOETHICS ADVISORY COMMITTEE

The Ethics Committee is available to you, upon request, when ethical problems or conflicts arise in your healthcare. Ethics consultations can be requested by physicians, nurses, social workers, case managers, patients or family members. If you would like to speak to a member of the Ethics Committee, ask your physician or nurse for their assistance or call Ext. 2543.

ADVANCE DIRECTIVE

An Advance Directive or Living Will gives you the opportunity to say what you want or don't want in your medical care when you are terminally ill and can't express your wishes to your doctor or family. It is your right as a patient to make such a Directive if you want to, but you don't have to. You have the right to change this Directive at any time. You may also appoint someone to speak for you, to say what you want, when you can't speak for yourself through a Durable Power of Attorney for Healthcare.  We can help you with either or both of these important documents. Ask someone on your healthcare team, either as an outpatient or inpatient, if you want help with these, or, if you just want more information.

HEALTH INSURANCE

If you have private insurance, tell the clerk in the clinic area when you are checking in. If you have questions regarding your health insurance, please call the Medical Center (1-800-375-8387 or 318-473-0010) ask for information about insurance, and your call will be directed to the appropriate person.

VETERAN BENEFITS COUNSELOR

The Office of the Veterans Benefits Counselor is located in Bldg. 2, Room G19 and provides assistance with claims, pensions, and related matters. Telephone Ext. 2544 (an answering machine is available to leave a message). Office hours vary. You may also contact your Parish Service Officer for assistance or call the Regional Office at 1-800-827-1000.

DAV TRANSPORTATION

DAV Transportation is available to assist you with transportation to and from the Medical Center for appointments on pre-established routes. Please call Ext. 2709 for scheduling of transportation.

VOLUNTEERS

Volunteers provide an important link between the hospitalized veterans and the community. In addition to serving as the liaison for donations from the community to the Medical Center, the Volunteer Service provides patient escort, patient comfort items, and the DAV Transportation Service. Call Ext. 2540 for assistance.

SECURITY/POLICE

VA Police Officers are on duty 24 hours a day, seven days a week to assist you in all matters pertaining to law enforcement, property, and personal security. Call Ext. 2418.

SOCIAL WORKERS

Your social worker is part of your treatment team and can help by offering direct services to you and your family that may include resource information and referral, counseling and guidance regarding a large variety of issues/concerns, helping you to talk over your problems and helping you find solutions to them, and by helping in communication among patients, family, and members of the healthcare team. If you desire to see a social worker, please alert your nurse, doctor, medical clerk, or any member of your healthcare team, who in turn will contact a social worker for you.

CANTEEN

Canteen Service operates a food department and retail store in Building 8 and is open during the following hours, Monday through Friday, except holidays:


Food Department
7:15 AM - 3:15 PM

Retail Store
7:45 AM -  3:45 PM

Vending machines containing food and beverages are located throughout the Medical Center. Barber/beauty shop and laundry/dry cleaning services are also available through the Canteen Retail Store.

CHAPLAIN

Chaplain Service provides pastoral care 24 hours per day, each day of the year and with community resources can provide spiritual guidance for all faiths upon request. Services are held in the Chapel as follows:


Sunday:
Catholic Mass
8:30 AM


Protestant
9:30 AM

Thursday:
Catholic Mass
11:15 AM

LIBRARY

Library Service is located in Building 2, Room G34 and is open as follows (excluding holidays):


Monday -Friday
8:00 AM - 4:30 PM

PHARMACY

Pharmacy Service is located on the first floor of Building 7 near the clinic area. Outpatient Pharmacy Services are available Monday through Friday, 8:00 AM - 6:00 PM. On the day of clinic appointments, patients are given a ten-day supply of medication; with the remainder to be mailed. Patients are encouraged to mail refill slips in as refills are usually not dispensed at the window. Inpatient services are available daily, 6:00 AM - 10:30 PM.

IMAGING (X-RAY)

Imaging Service provides inpatient and outpatient quality care in diagnostic radiology, CT scanning, ultrasound and nuclear medicine. Services are provided Monday through Friday, 7:00 AM to 4:30 PM. Diagnostic radiology and CT scanning emergency service is provided on an on-call basis 24 hours a day, including weekends and holidays.

PATHOLOGY AND LABORATORY MEDICINE

Pathology and Laboratory Medicine Service provides needed test results from samples of your body fluids and / or tissues in order for you to receive the right treatment for your complaints / symptoms. Services are provided in Building 7, 3rd floor Center Lab and 1st floor Phlebotomy (blood taking area). 

DENTAL 

Dental Service provides cleaning, repairs and/or dentures to eligible veterans having problems with their teeth. Dental Service is located in Building 7, 3rd floor.

AUDIOLOGY AND SPEECH PATHOLOGY 

Patients referred by their primary care doctor can receive testing for hearing problems, receive hearing aids if needed and be tested for speaking and/or swallowing problems. Audiology (hearing) services and Speech services are in Building 7, 4th floor.

WOMEN'S CLINIC

The Brigadier General Sherian G. Cadoria Women's Clinic provides high quality comprehensive health care services to women veterans in a warm, attractive, private setting. Located in Building 3, 3rd floor, it is open Monday through Friday, 8:00 AM to 4:00 PM. Services include Primary Care, gynecology, and sexual trauma screening. Reproductive consultative services are available. For information/questions or concerns on services or benefits please contact Women Veterans Coordinator at ext. 2729.

Unscheduled appointments: Patients not having appointments please call the clinic nurse at (318) 473-0010 or 1-800-375-8387 prior to coming to the clinic.


For treatment and/or services on weekends, holidays and after clinic hours, veterans should report to the Evaluation and Treatment Unit (ETU) in Bldg. 7.

COMPONENTS OF PATIENT CARE AND SUPPORT SERVICES

A.
Patient Care Services:
Inpatient and outpatient services are provided  through the Primary Care, Specialty Care, Behavioral Health, Diagnostics and Testing, Clinical Support, and Extended Care Healthcare Lines, with emphasis on comprehensive quality healthcare, continuity and continuum of care, specifically with regard to customer satisfaction, efficiency of delivery of care, quality assurance and improvement, and compliance with applicable JCAHO standards.


1.
Primary Care Healthcare Line:
· Provide comprehensive, interdisciplinary, quality healthcare. All patients are enrolled in a Primary Care Team which provides preventive care, wellness interventions/assessment, outpatient and inpatient treatment for commonly occurring chronic disease, Women's Healthcare, and referrals for needed specialty treatment. Care is provided by interdisciplinary teams including internal medicine and family practice physicians, nurse care managers, clinic nurses, inpatient nursing staff, social workers, and consultant pharmacists and dietitians.

· Internal Medicine, including Cardiology (through consultations and referral), EKG, Echocardiography, Bronchoscopy, Gastroenterology, Intensive Care, Pulmonology, and Women's Care.

· Urgent Care, in the Evaluation and Treatment Unit (ETU)

Psychology Services, through consultation and referral.

· Jennings Community Based Clinic:  Evaluate, diagnose and treat outpatients in regularly scheduled clinics, making appropriate referral and admission decision.  Provide patient scheduling, completed diagnostic study requests according to physicians’ orders.  Provide all clerical functions, including medical chart maintenance.  Coordinate outreach service along the I-10 corridor of southwest Louisiana.


2.
Specialty Care Healthcare Line:

· Provides quality healthcare to eligible inpatient and outpatient veterans. In the Specialty Care areas include Anesthesiology, Pain Management, Audiology and Speech Pathology, Dentistry, Dermatology, ENT (ears, nose, and throat), General Surgery, Ambulatory Surgery, Neurology, Oncology, Ophthalmology, Orthopedics, Podiatry, and Urology. 


3.
Behavioral Healthcare Line:

· Through comprehensive, Interdisciplinary Treatment Teams, provides psychiatric and mental health services including acute and intermediate psychiatry, outpatient psychiatry (Mental Hygiene Clinic), and outpatient substance abuse treatment through the Chemical Dependency Outpatient Program (CDOP). The Interdisciplinary teams include psychiatrists, physicians, nurses, social workers, and psychologists. Therapists and Psychologists provide outpatient substance abuse treatment. Alexandria VAMC Behavioral Healthcare is a referral hub for psychiatric care for VISN 16 facilities.


4.
Diagnostic and Testing Healthcare Line:

· Provides quality services in Diagnostic Radiology, including Computerized Tomograph (CT) scan, Interventional Radiology, Nuclear Medicine, and Ultrasound, MRI, and Mammography are contracted with community hospitals which maintain JCAHO accreditation.

· Pathology and Laboratory Medicine, including Hematology, Chemistry, Histology, Microbacteriology, Pathology, and Blood Banking.

· Respiratory Therapy including Arterial Blood Gas determination.

· EKG/Echo lab including EKG's stress testing, Holter monitoring, and echocardiograms.

5.
Clinical Support Healthcare Line:  Provides pharmaceutical, nutritional, spiritual, physical rehabilitation, prosthetic and sensory aids, and social/recreational support to patients in all levels of care. We provide volunteer and community support to all healthcare lines and the Medical Center Management.

6.
Extended Care Healthcare Line:  Provides quality comprehensive healthcare with emphasis on ensuring continuity and continuum of care in an Interdisciplinary Team process, care planning, treatments, and placement decisions. Extended Care Healthcare Line includes:

· Extended Care Units

· Alzheimer's Unit

· Intermediate Care Section

· Community Nursing Home Care

· Community Home Health by referrals


Treatment Services and Modalities:


Nursing Care, Social Work Services, Physical Medicine and Rehabilitation, Dental, Nutrition and Food Services, Pharmacy, Speech Pathology, Chaplain Services, Imaging, Recreation Therapy


Special Services:


Respite Care - allows caregivers/family to replenish their own emotional and physical energy so they will be able to continue to care for the chronically ill/disabled veteran at home, and enhance the quality of life for both the disabled veteran and his/her caregiver.


Alzheimer's Support Group - provides education and emotional support to caregivers/family. Allows caregivers/family to ventilate and share similar experiences.


Family/Visitor Council -  provides family members and/or significant other(s) of patients, a forum to receive information from interdisciplinary staff members, make suggestions, and express concerns or questions about the care/services provided to patients in the VA Nursing Home Care Unit.


Resident Council - serves as a forum to address suggestions, problems, and concerns regarding any phase of quality of life in the Extended Care Units.


Geriatric Evaluation Unit - provides Intermediate Care for inpatients over 65 years of age with expectation that treatment will result in return home.


Alzheimer's Unit - provides a holistic approach to caring for the patient with dementia and his/her family. With the implementation of a team approach, staff is able to work collaboratively with families to manage even the most difficult behavioral problems associated with this disease.

7.
The Education Support Healthcare Line - provides support to all Healthcare lines in the provision of patient/family education and/or staff education. Significant activities performed or coordinated by the healthcare line include patient/family health education, staff education, learning resources, outreach programs, career development, and customer/patient satisfaction. Medical Library services and information are provided through the VAMC Library supplemented by the partnership with the Central Louisiana AHEC and the Central Louisiana Medical Library Consortium.

B.
Administrative Support Services:  Provides assistance and support to clinical care healthcare lines and is provided by the healthcare lines of Resource Management, Facility Management, and Information Management.

1.
Resource Management Healthcare Line- Is a unique organizational structure which provides fiscal, payroll, contractual, supply processing and distribution, human resources management, and related services and support. All services have blended into a customer-driven, user-friendly organization.

2.
Facility Management Healthcare Line - Provides:

· Engineering Services for maintenance, repair, construction, and vehicle services.

· Environmental Management Services provides housekeeping, laundry, linen, furnishings and supplies, pest control, and related services.

· Police and Security Services

· Canteen Services

3.
Information Management Healthcare Line - Enables the Medical Center to obtain, manage and use data and information to improve patient outcomes, individual and organizational performance in patient care, governance, management and support processes. Is composed of three sections: Information Resource Management (IRM), Health Information Management (HIM), and Decision Support System (DSS).

Information Resources Management (IRM) - Supports the delivery of quality health care services to eligible veterans through the use of an electronic health care system called VISTA (Veterans Information Systems Technology Architecture).

Health Information Management (HIM) - Supports the availability and confidentiality of data and monitors the timeliness and completeness of patient-specific information, accuracy of data entry and of coding.

Decision Support System (DSS) - Monitors health care services through an electronic clinical information system that provides information on the patterns of care and patient outcomes linked to resource use and costs associated with each patient encounter.

INFECTION CONTROL

Infection Control in the healthcare setting involves patients, visitors, and healthcare workers working together to prevent the spread of infection to others.  Several simple methods may be used to accomplish this goal.  HANDWASHING with soap and water for at least 15 seconds before and after visiting a patient, after using the restroom, cough, or sneezing, and before and after eating, drinking or smoking.  Do not visit if ill with a communicable disease, (cold, flu, chickenpox, etc.).  Young children should not visit on the patient units for their own health and the health of patients with low immune systems.  Do not enter rooms of patients in ISOLATION without checking with the nurse first!  Use good hygiene.  Take an active part in your own or your loved one’s care.  Preventing infections is important to help patients recover quickly and stay healthy.

