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James Doelling
Medical Center Director

| started as the Director of the Battle Creek VA Medical Center just over a
year ago. As | reflect on the year, | am grateful for the amazing communi-
ty support of our facility. | have also been impressed throughout the year
by the wonderful and caring staff that we have. | can think of no better
job than taking care of our nation’s heroes. The collaboration, feedback,
and teamwork help us provide the best care possible for our Veterans.

Battle Creek has a proud history of delivering exceptional care for our na-
tion's heroes. My goal is that we continue to make positive strides related
to improving access for our Veterans and working on our Strategic Plan-
ning Priorities, including Mental Health, Veteran Experience, Employee
Engagement, Suicide Prevention, and prudent use of resources. As we
move through the new year, we will continue to improve the customer
experience and be the leading choice for Veterans in Southwest Michi-
gan. Our staff is focused on continuous daily improvement and we have
several goals including increasing our satisfaction scores, expanding the
use of virtual appointment technology, continuing a public health ap-
proach to suicide prevention information, and seeking continuous feed-
back though Town Hall meetings and other methods.

We look forward to continuing to enhance our services as we move
through Fiscal Year 2020. Our goal is to be the Veterans’ choice for the
care they have earned and for our team to deliver the best care possible
to our nations heroes that we proudly serve. | am pleased to present the
Annual Report for 2019.

Doug Dusenberry
Associate Director

Ketan Shah, MD
Chief of Staff

Michelle Martin, BSN, MBA
Associate Director for
Patient Care Services
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Suicide Prevention is the Top Priority Photos from 2019 Annual VA 5K for Suicide Awareness

Suicide prevention is our number one clinical
priority. Throughout the past year, our Suicide
Prevention Team has taken a community health
approach through outreach, special events, and
providing education in the community. We have
had many successful media engagement ses-
sions as well during the year to help raise aware-
ness. In total, our team provided suicide pre-
vention awareness information and training to
more than 3,000 people in the community dur-
ing 2019. This will be a continued focus as we try
to reach Veterans who are not connected to the
VA through family, employers, faith-based orga-
nizations, or community partners. Together we
can make a difference on this important issue.

In an effort to raise awareness of the issue of Vet-
erans suicide and to help prevent it, we have be-
gun partnering with a number of community or-
ganizations and individuals. We all play a role in
preventing suicide, but many people and orga-
nizations do not know what they can do to sup-
port Veterans or Service members in their reach,
who may be going through a difficult time. A
simple act of kindness can help someone feel
less alone. Our actions can save lives. We hope
you will help raise awareness of suicide preven-
tion within our community by working with us to
spread the #BeThere message.

Visit www.veteranscrisisline.net or contact
our Suicide Prevention Coordinator at
(269) 966-5600 ext. 35390.



http://www.veteranscrisisline.net

Honoring Veterans Throughout the Year

Throughout the year, honoring and recognizing the service of our Veterans, we hold
events to educate Veterans, family members, and the community about services and re-
sources available through the VA and our community partners.

Want to find out about events, classes, and other key information? Like us on Facebook
(VABattleCreek) or follow us on Twitter (@BattleCreekVAMC). We also have events and
classes on our bottom of the home page of our website www.battlecreek.va.gov. You can
enter your email in the box on the right hand side of the main page to receive monthly
newsletters and updates. Event flyers are posted throughout the Medical Center as well.
Our goal is to keep you informed about current events and important information.

We appreciate and honor the service of all who have served. Did you know over 30% of

our employees are Veterans serving Veterans? It is our honor to be your choice for the
healthcare that you have earned.
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www.battlecreek.va.gov

Battle Creek VA Medical Center Key Statistics

We appreciate Operating Budget: $335,298,186
the Veterans . Salary and Benefits: $165,558,350
. Equipment and Design: $3,947,877
that we serve / B Pharmacy and CMOP: $36,292,750
. Non-Recurring Maintenance:  $11,204,754
Supplies and Materials: $30,597,542
Prud U (R B Grants: $12,422,884
rudent Use of Resources . Rent and Utilities: $9,549,453
Persian We are working to continuously . Care in the Community: $37,223,343
Gulf improve and modernize our business Choice Provider A . $10.973,500
practices and infrastructure while oice Provider Agreements: e
29% being good stewards of our nation’s All Other: $17,527,733
resources to deliver the most value to
Post our Veterans.

Korean . .
Battle Creek VAMC welcomed its first Employee Data: Full Time Equivalent (FTE)

4% balanced budget in five years. There

were many contributing factors to our Employees FTE: Veteran
successful budget year including a 1 ,601 Employees
Total Veterans focus on right sizing the organization 479 Medical FTE:
and improving efficiency. We contin-
44 388 ue to conduct strategic evaluation of o 1 ,278
’ our Programs and Services. We have Facilities FTE:
developed a plan to right size our 1 65
smaller Community Based Outpatient 7700000 Admin ETE:
Clinics over the next three years and min FIE:
have targeted ways to increase access ccscseces 1 58
20000 to smaller communities.
Donations Volunteer
and Gifts: Hours:
Volunteers
15000 Age of Our $474,369 vereen. 63,279
Vv Total 556
eterans Male Veterans
10000
41,090
5000 Total 55' 109 ' 101 Re.sﬁder\tial
Female Veterans Inpat.len‘t ;c?mmunlty Rehabilitation Operating Beds 276 Total
Psychiatric Living Center Treatment
Program
0 <25 2534 3544 4554 5564 6574 7584 85+ 3 ,298




National Veterans Creative Arts Festival

We worked throughout the year to plan and host the National Veterans Creative Arts Festi-
val. It was an honor to have Veterans from throughout the country showcase their talents
here in Michigan. The event also allowed us to share highlights of the great state of Michi-
gan to these heroes. The event brought gold medal winning artists, writers, and performers
to Kalamazoo, MI, October 28-November 4, 2019. The Art & Writing Exhibition and Stage
Show Performance was held at Miller Auditorium on the campus of Western Michigan Uni-
versity on November 3, 2019. The event really highlights the therapeutic value and role
that creative arts plays in the recovery of Veterans. It was awesome that the Battle Creek VA
Medical Center could host this prestigious national event.

2019 National
VETERANS

2019 National Creative
VETERANS :

Creative R Arts Festival

Arts Festival
g * alamazoo, Michigan

Sunday, November 3, 2019 Handorint of America
Art and Writing Exhibition » Noon - 1:45 p.m.
Stage Show Performance « 2:00 p.m.
Miller Auditorium

« Music - Dance « Drama « Creative Writing - Art

Free admission!
Support our
Veterans!




Partnering with the Community to Honor and Serve Veterans

We are proud and grateful to work with so many community partners, Veterans Service
Organizations, and other volunteers throughout the year. These individuals and organiza- .
tions help to connect Veterans to community services, host special events, and to serve the

needs of Veterans throughout the 22 counties that we serve. It is great to have such out-
standing community support focused on Veterans in Southwest Michigan.

Get to know your
Battle Creek VA Medical Center

According to many studies VA provides care that is equal to or better than the private sector. Our medi-
cal services will continue to evolve to meet Veterans’ needs and strengthen the trust in the VA by
constantly innovating, upgrading, and pursuing better ways to serve our Nation’s heroes.

- Staff focus on delivering exceptional Veteran experience

Evidence based recovery focused residential mental health programs

Community Living Center five star overall rating on most recent scorecard

Declared effective end of Veteran homelessness in Kent and Ingham counties

Facility SAIL quality ranking has improved approximately 20% from FY18

Best Places to work score improved 14% over last year

Your choice for the care you earned!

U.S. Department of Veterans Affairs

Veterans Health Administration
Battle Creek VA Medical Center




FY 2019 Access by the Numbers

5.6 Average Days Wait for Primary Care

7.8 Average Days Wait for Mental Health Care
114 Average Days Wait for Specialty Care

92% Appointments completed within 30 days
44,388 Veterans served during FY 2019

51 9,71 3 Number of outpatient visits in FY 2019

17% Improved access over FY18

*Wait time data for completed appointments though November 2019, changes monthly.

Using Technology to Deliver Care When... and Where You Need It

Video Connect is a web based video
conferencing tool that is simple and
secure, while connecting the VA Provider
and Veteran from any device and any
location through a live video visit. Vet-
erans can access this care through their
personal electronic device, such as a
laptop, tablet or smartphone. This allows
real-time appointments for the Veteran
with their Provider without traveling to
medical facilities. Approximately 60% of
our providers have completed at least one
Video Connect Virtual appointment with

a Veteran. Using this method, Veterans
are able to remain in their home and still
receive care through their VA providers.

The Battle Creek VA Medical Center continues to expand the use of technology for virtual
care. Home Telehealth is a case management program that uses a machine that is sent to the
Veteran’s home. The Veteran answers questions and provides daily information about their
health. Based on the information, our staff recommends appropriate changes in the treat-

ment plans. For FY 2019, 61.13% of Home Telehealth patients are in the noninstitutionalized
care category.

Clinical Video Telehealth (CVT) allows Veterans to interact with their providers through
video conferencing. Veterans do not need to drive to the Medical Center. Some of the CVT’s
offered through the Battle Creek VAMC and our CBOC’s include: Tele-Audiology, Tele-Move,
Diabetic Education, Health Coach, Mental Health, Move Orientation, Pain Clinic, Palliative
Care, Pharmacy Clinic, Tobacco Cessation group. We continue to examine ways to work with
specialty providers at the Ann Arbor and Detroit VA Medical Centers to increase the utiliza-
tion of this technology. Tele-Retinal and Tele-Dermatology are other modalities to allow the
Veteran the comfort of not having to travel distances for their health care. The service can be
provided in their local CBOC. They are then notified of the results.




Mental illness is not a

choice, but recovery 1is.
Mental Heath

As a neuropsychiatric facility, Battle Creek is focused on becoming a national leader in re-
covery-oriented mental health care. Recovery oriented care is patient- centered care and
can help individuals living with mental health concerns move beyond managing symp-
toms of mental illness and towards improved life satisfaction and quality of life. Each
Veteran is encouraged to partner with his or her health care team, and through team-
work, identify a treatment plan that fits each individual’s personal values, preferences,
and goals for care.

Health professionals, community partners, Veteran Service Organizations, and communi-
ty leaders from across Southwest Michigan joined us at the 7th annual VA Mental Health
Summit, Friday, September 13, 2019. This year’s Summit built on the momentum and
success of past VA Mental Health Summits, which have led to several collaborative part-
nerships between VA and community entities. The important topic of military cultural
competency is a key aspect of this event. This year’s summit: “Strengthening Partnerships
for Veterans Mental Health Care”focused on building community partnership and to con-
tinue to raise awareness for Veteran suicide prevention.

We also hold many events throughout the year to fight mental health stigma and to ed-
ucate Veterans, family members, and the community about the recovery-oriented pro-
grams available. We are proud to be a leader in providing mental health services to our
nation’s heroes.

Three things in
human life are
important.

The first is
to be kind.

The second
1s to be kind.

The third is
to be kind.

~Henry James




Employee Engagement

Our Employee engagement has also been a key focus
area. Employee Town Hall events were implemented
each quarter at all five sites of care; Conversation Ca-
fés, held monthly, give front line staff an opportunity to
have a casual discussion and share improvement ideas;
and we launched a “Team of the Quarter” recognition.
Our Employee Survey sharing scores increased by 12
percent and the All Employee Use score increased by
26 percent, this year over last. This is a strong indica-
tor that employee engagement is moving in a positive
direction.

Veteran Experience

We continue to enhance the Veterans’ experience to
deliver the excellent, timely, and patient centered care
that they deserve each visit. In the area of patient expe-
rience, we held Veteran Town Halls during each quarter
at every site of care for a total of 20 meetings to gather
feedback. We have trained over 95% of our staff on“Just
Culture” This training emphasizes patient safety and
the importance speaking up to make work area sug-
gestions and improvements. We continue to develop
our strategies to enhance the patient experience and to
make a positive impact on our satisfaction scores in all
areas.

We launched the MISSION Act in June of this year. This
provides increased choice and positive outcomes for
the Veterans we serve. As a result, Care in the Commu-
nity referrals have increased 30%. We now schedule the
appointments internally for all Veterans seeking care
in the community to ensure the best possible care co-
ordination. We continue to develop new methods to
streamline the processes. Many Veterans are continuing
to get their care at the VA or are returning for follow up
care and choosing our services for future care. We have
also increased the use of technology with video connect
and tele-health services to provide care to the Veterans
closer to home or in some cases in their home through
devices. All of this provides the Veterans greater choice
for the care that they have earned.

Veteran Trust Score = 86.5%
Participants satisfied with
their care =94.3%

“Very impressed
with all the
VA has done
for me.”

“Great care!
The staff cares
and meets our
needs!”

“am thankful
for the service
and all the
people involved

I//

with our care!

VA
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Utilizing technology has become
important to reach the widest possible
audience. While we still continue to
use bulletin boards, flyers, and other
brochures to distribute information,
we have also increased the use of
social media and e-mail to widely
distribute information on events,
healthy living topics, and other key
information for Veterans to know.
Veterans can look for a monthly key
topics newsletter in their e-mail inbox,
or follow our social media for regular
updates and information about the
Medical Center and their health.

Batile Creelk VA Medical Cenber
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Instagram Followers

569
Twitter Followers

5,567
Facebook Followers

2,359,321 up 25%

Total Impressions



Reducing Veteran Homelessness

Key Numbers for FY 2019

« Eight Stand Downs held

» 952 Veterans attended Stand Downs

« 5,379 Veterans served by the Homeless Continuum of Care

» 48% Reduction in Veteran Homelessness nationwide since 2010

Battle Creek VAMC provides clinical and/or case management services across its continuum to Veterans
who reside in permanent housing through the HUD-VASH program. There are 579 HUD-VASH vouchers
allocated to five Public Housing Authorities. We have effectively declared the end of Veteran homeless-
ness in Ingham County with the designation from the United States Interagency Council on Homelessness
(USICH) in 2019 which is the 2nd community in our catchment area. Our work has continued with our
remaining continuum of care and community stakeholders to end Veteran homelessness.

The United States Interagency Council on Homelessness adopted a vision of what it means to end all
homelessness, ensuring that it is a rare, brief, and non-recurring. In 2017, Kent County declared the end
of Veteran Homelessness. More than 50 communities have effectively ended Veteran homelessness
throughout the country based on criteria established by VA and other Federal government agencies. In
partnership with national, state, and local organizations across the country, VA’s efforts have resulted in a
nearly 48 percent reduction in the number of homeless Veterans in the U.S. between 2010 and 2019.

During a press conference on Tuesday, November 12, 2019 at Harbor Homes in Manchester, New Hamp-
shire, U.S. Housing and Urban Development (HUD) Secretary, Ben Carson, announced Veteran homeless-
ness in the U.S. continues to decline according to a new national estimate. HUD’s Annual Homeless As-
sessment Report indicates the total number of reported Veterans experiencing homelessness in 2019
decreased 2.1 percent and 793 more veterans now have a roof over their heads. It was further indicated
that this year’s estimate finds 37,085 Veterans experienced homelessness in January 2019, compared to
37,878 reported in January 2018. (HUD Public Affairs)

The ultimate goal is to get all Veterans into appropriate housing where they also have access to high-
quality health care and other supportive services. Homeless and at-risk Veterans can call 1-877-4AID-VET
(1-877-424-3838) to access VA homeless services 24 hours a day, seven days a week, 365 days a year. To
learn more about VA programs and services designed specifically to help these Veterans, visit



http://www.va.gov/homeless

FY19 Eligible Veteran Population, by County

Battle Creek VA Medical Center
Sites of Care

0 1,239 2,176 4,786 +
1,239 2,176 4,786

Mason Lake

The Battle Creek VA Medical Center
opened in 1924 and was called Veterans
Hospital Number 100 because it was
the 100th VA hospital built in the United
States. Today it consists of one VHA facility
located in Battle Creek, Michigan, four
Muskegon VA Community CBOCs located in Benton Harbor, Lansing,

Based Outpatient Clinic Montcalm Muskegon, and Wyoming, Michigan.
5000 Hakes Drive

Muskegon, MI 49441 Muskegon
(231) 798-4445

Oceana Newaygo Mecosta

Ottawa Kent lonia Clinton

i
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Lansing VA Community Based Outpatient Clinic
2025 South Washington Avenue

Lansing, MI 48910

Allegan Barry Eaton Ingham (517) 267-3925

Wyoming VA Community Based Outpatient Clinic
5838 Metro Way SW
Wyoming, MI 49519
(616) 249-5300

Van
Buren Kalamazoo Calhoun

Pt P

: Battle Creek VA Medical Center
Based Outpatient Clinic Berrien Cass St. Jose P h Branch 5500 Armstrong Road

Benton Harbor VA Community

Battle Creek, MI 49037
(269) 966-5600
www.BattleCreek.VA.gov

115 West Main Street
Benton Harbor, MI 49022

(269) 934-9123



http://www.BattleCreek.VA.gov
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DEPARTMENT OF VETERANS AFFAIRS

Pictured left to right: Ketan Shah, Chief of Staff; James Doelling, Medical Center Director;
Renee Oshinski, Deputy Under Secretary for Health and Operations and Management;
Michelle Martin, Associate Director for Patient Care Services; Doug Dusenberry, Associate Director
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