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The legacy continues... Stephen Lassere 
U.S. Army Veteran 

3,977 volunteer hours 

Julius Lee 
U.S. Air Force Veteran
 
1,377 volunteer hours
 

Pamela Gilmore 
U.S. Army Veteran 

177 volunteer hours 
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Fiscal Year 2015 was a very busy and challenging year at Southeast Louisiana Veterans Health Care System. We improved wait times 
and access for our Veterans, we worked toward activating our new 1.6 million sq. ft. Veterans hospital in Mid-City New Orleans, and we 
strengthened our workforce by rolling out new staff training opportunities and hiring new employees. 

Our health care system is a mission-driven organization focused on serving Louisiana’s Veterans first and foremost. With community 
based outpatient clinics in New Orleans, Baton Rouge, Bogalusa, Franklin, Hammond, Houma, Slidell and St. John Parish, we delivered 
over 535,000 outpatient appointments to our Veterans in fiscal year 2015, which was about 28,000 more than the previous year. We 
continued to expand services in our community clinics, including more physical rehabilitation services, primary care teams and mental 
health providers. 

Ensuring our patients receive timely access to care is our number one priority. We are proud to be the health care provider of choice for 
approximately 42,000 Louisiana Veterans. This includes working with community partners. In FY2015, we purchased more than $130 
million worth of health care for Veterans. 

To ensure our patients receive the highest quality care, we leveraged every opportunity to recruit and hire the best doctors, nurses, allied 
health professionals and administrators in our region. We conducted recruitment fairs and expanded our partnerships with academic 
affiliates such as Tulane University Medical School, Louisiana State University Medical School, Xavier University, University of New Orleans 
and Dillard University. 

As we continue to grow and prepare for opening our new medical center, we expect the number of Veterans seeking care in our health 
care system to rise. Our new 200-bed, tertiary care regional referral medical center will be the foundation for our continued growth. We plan to see our first patient 
at the new Veterans hospital by the end of 2016 and have begun preparing several buildings that have been accepted from the construction contractor. With a 
phased turnover of buildings to our health care system, our team is working diligently to hire the right employees and purchase equipment and services at the right 
time to ensure seamless, excellent and safe health care. 

We are excited for the future of health care in southeast Louisiana and look forward to a successful 2016 as we deliver health care for our Veterans that is 
accessible, of the highest quality and Veteran-centered. 

Fernando O. Rivera, FACHE 
SLVHCS Medical Center Director 



Access 
In the current medical center 

and the new hospital, access for 
Veterans to timely health care is 

a top priority.  Critical activities to 
improve access, demonstrating 

an improvement in access results, 
and understanding the response 

of Veterans to improved access are 
essential priorities. 

Patient-centered care for our 
Veterans is the focus of all that 

we do. 

Workforce Strengthening 
To deliver outstanding health 

care SLVHCS must retain its great 
employees and recruit and hire the 

most talented in the health care 
industry. We want to be the employer 
of choice and make the VA’s workforce 

the best it can be so as to be the 
preferred health care choice for 

Veterans. 

Activation 
Our vision is to create a new VA  

medical center in New Orleans that will 
be among the highest-performing VA 
medical centers across all VA missions 
(health care, research, education and 
emergency preparedness). The goal is 
to see the first patient in the new VA 
medical center by the end of 2016. 

Our Patients 
2014 2015 

41,788 
3,567 

40,412
 
3,066
 

Unique
 Women 
Veterans
 Veterans 

Workforce Growth 
Current 

2,758 

2,063 

1,618 

695 546 565 485 
187 232 251 

Physicians Nurses Other clinical Non-direct care Total 
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“I CARE because I seek integrity by making 
meaningful analysis and interpretation to help 
transform the Veteran experience into credible 
evidence for decision makers that directly effects 
patient care. I care because of my Veteran brothers 
and sisters, we’re all free.” 

– Dennis Godsey, SLVHCS management analyst

the right thing, regardless to whether or not someone 
is looking over your shoulder.” 

 “The I CARE Value that means the most to me is 
integrity. I strongly believe that we should always do 

- Rahsanne Bickman, program support clerk 

INTEGRITY 

COMMITMENT 

ADVOCACY 

RESPECT 

EXCELLENCE 



Fast Facts:  
Voluntary Service 

1,377 medical care employees 
•	 118 medical doctors 
•	 197 registered nurses 

17,647 Veterans using non-VA care 
•	 2,500 more than FY14 

Volunteers donated 18,086 hours, up from 
14,838 in FY14. Those hours included 
16,274 regularly scheduled hours and 1,716 
occasional volunteer hours. Our volunteers 
average 113.8 hours each. 
Donations: 
$147,369 In-Kind 
$10,882 Monetary 
$158,251 Total 

With the opening of our new 
medical center, we need hundreds 
of volunteers. To join our team of 
volunteers, call (504) 565-4857. 
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Three ways we deliver care 

Community Care 
(17,801 Veterans) 
FY14: $83,239,338 
FY15: $90,167,658 
Growth: +8.32% 

Face to face 
FY14: 510,171 Scheduled Appointments 
FY15: 534,457 Scheduled Appointments 

Growth: +4.76% 

TeleHealth 
FY14: 15,992 Veteran Use 
FY15: 21,066 Veteran Use 

Growth: +31.73% 

Access 
Improvements 
•	 Added additional 

patient-aligned care 
teams (PACTs) to New 
Orleans, Hammond, 
Slidell clinics 

•	 Added rehabilitation 
and physical therapy to 
Slidell 

•	 Hired 41 Veterans 
under the Veterans 
Access, Choice and 
Accountability Act 

Our Appointments 

Growth 

2014 

2015 

63,556 

70,507 

+6,951 +17,041 

160,539 

143,498 

+4,653 

52,589 

47,936 

Primary 
Care 

Specialty 
Care 

Mental 
Health 

254,990 

283,635 

+28,645 

Total 
Appointments 



My HealtheVet 

28,980 

16,176 

Enrolled Veterans Secure Messages 

Fast Facts: Wait Time * 
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Fast Facts: Choice and  
Community Care 
Veterans Receiving Community Care 

17,647 
Community Care 

$90,167,658 

Choice Referrals By VA  
10,266 

Choice and Choice First 
$43,631,281 

Total number of C&P examinations = 56,076 
Compensation and Pension Claims Processed 

within 30 Days: 85.35% 
Average processing time: 26.9 days 
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BRAVE!” 

“I come to work daily with the mindset to be 
committed to providing uncompromising quality 
care to all of our Veterans, to the best of my God-
given ability.  I’m committed to serving them as 
they unselfishly committed and continue to commit 
themselves to serving our country and keeping us 
safe. We live in the land of the free because of the 

- Lesley Beard, RN 

“Commitment means finishing what you started 
and seeing the completed results. In the end you 
should always do what is right and aid others who 
are less fortunate.” 

- Christopher Williams, Ed. D, program management analyst 
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Fast Facts: Veterans Town Halls 
SLVHCS began connecting with Veterans 
and their family members throughout their 
entire coverage area. The program has been 
so successful at answering questions and 
providing direct support that SLVHCS now 
conducts a Veterans town hall every month in a 
different location. 

•	 New Orleans: 29 attendees 
•	 Baton Rouge: 30 attendees 
•	 LaCombe: 200 attendees 
•	 Houma: 150 attendees 
•	 Ponchatoula: 150 attendees Fast Facts: CRRC 

Generous individuals and organizations contributed materials and 
money to various programs like the Community Resource and Referral 
Center, which provides assistance for the homeless community. Each 
year SLVHCS’ CRRC, with our 14 community partners, also conducts 
an annual Stand Down for Homeless Veterans in October. This year, 
243 homeless Veterans and 225 homeless non-Veterans were given 
clothes and hygiene materials and provided with food, drink and 
medical and mental health services. 

CRRC services provided 
•	 49,824 visits 
•	 About 30% are Veterans 
•	 Over 20,700 meals 
•	 14,450 showers 
•	 13,130 laundry service provided 
•	 9,350 hygiene kits provided 

SLVHCS - along with numerous, local, 
national and community partners - created 
a sustainable, rapid rehousing program that 
effectively eliminated Veteran homelessness 
in the city of New Orleans. 



“Each day I come to work, the I CARE values are my 
own values in caring for our Veterans. In the job that 
I do, advocacy stands out of the five. Working with 
the Veteran’s Choice Program can be a very tedious 
and frustrating process for Veterans. Each day I help 
many Veterans navigate the process to help them 
understand it and get the best possible care. This 
means constant and continuous advocating for 
the Veteran and their best interests from the time a 
consult is placed until the Veteran is scheduled with 
an outside provider and beyond. Each Veteran has 
their own individual set of circumstances to consider. 
Advocacy is supporting the Veteran and being a voice 
for them.” 

- Robert Ranson, RN 

“The philosophy the VA upholds is exceptional. I 
frequently encounter opportunities to demonstrate 
advocacy for the Veterans that we serve and seek ways 
to improve the delivery of care. It is important that staff 
collectively  and continually shoulder a patient-family
centered attitude to effectively enhance the quality of 
care the Veterans deserve.” 

-Ebonee’ Bergeron, RN 
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Virtual Care Encounters 
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•	 SLVHCS began using text messaging to remind Veterans about 
upcoming appointments. 

•	 Updates to clinic self-service kiosks now allow Veterans to 
request travel reimbursement directly with less waiting. 

•	 An Academic Partnership Council was reconstituted to 
coordinate education opportunities for students, residents 
and learners from every health care occupation. 

•	 SLVHCS participated in 55 research projects with 18 
investigators funded at $1.8 million by VA and non-VA sources. 

•	 Scientists developed a new drug as a possible alternative to 
traditional painkillers like morphine but with fewer side effects 
and less potential for addiction. The research, conducted in 
partnership with Tulane University School of Medicine, builds on 
a discovery in 1997 by Dr. James Zadina, senior research career 
scientist, and his team.  

Advancements 
Quality of care 
Activation 



-

“The word ‘Veteran’ means a lot to me: Respect, 
honor, admiration and gratitude. That is what I 
give to each Veteran at this clinic. I look at them 
holistically. I make them feel worthy and valuable 
listening to their requests and concerns. They 
deserve the best care at this clinic. My daily goal is 
to do as much as I can  for each one of them. Never 
send a Veteran home feeling lost and that there is 
not help here for him.” 

Juana Van Dusen, LPN 

“I respect our Veterans because they have lived by 
their words and protected our country to the best 
of their ability. I respect a person who can show 
selflessness by putting on a uniform and fighting for 
our country. “ 

- Carla Brumfield, BS RHIT, tumor registrar 
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SLVHCS tops VA Standards	 
SLVHCS outpaced the VA benchmark 

dards 
ttee for 

in several Quality of Care stan
assessed by the National Commi

Quality Assurance 
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Awards and Grants
 
•	 SLVHCS received a $19,600 grant 

to fund an initiative to help women 
manage pain through yoga. 

•	 Nurse Practitioner Erica Joseph 
received the Louisiana State Nurses 
Association “Advance Practice 
Registered Nurse of the Year” award. 

•	 Biomedical Engineer Andrew 
Akin was named the VISN 16 Staff 
Biomedical Engineering Support 
Specialist of the Year. 

•	 A team of SLVHCS Ambulatory 
Procedure Unit employees received 
honorable mention in the American 
College of Gastroenterology’s Service 
Award for Colorectal Cancer Outreach, 
Prevention and Year-round Excellence. 

•	 SLVHCS received the Employer 
Support of the Guard and Reserve 
“Pro Patria” award in July. 

SLVHCS Promotes 

Health
 

•	 12 farmer’s markets 
•	 11 wellness walks 
•	 Employee walking club 
•	 Employee Zumba classes 
•	 Three health expos 
•	 Two healthy eating 


demonstrations 

•	 250 Veterans served at 


Homeless Veterans Stand 

Down 


SLVHCS Promotes 

Quality of Care
 

•	 SLCHCS has been awarded a Chief 
Medicine Resident in Quality and 
Safety from the Office of Academic 
Affiliations whose focus is helping the 
organization provide high  quality care. 

•	 SLVHCS is starting a preoperative 
medicine program to provide 
consistent preoperative medical 
evaluation. 

•	 SLVHCS has created a position of 
Associate Chief of Staff for Clinical 
Operations to oversee inpatient 
quality, safety and throughput. 

•	 SLVHCS has purchased two surgical 
robot systems to provide state-of-the 
art surgical procedures in the new 
hospital. 

Quality of care 
Activation 



“Excellence is never an accident. It’s a result 
of high intention, sincere effort, intelligent 
direction, skillful execution and the vision to 

-Lance Stewart, program support assistant 
see obstacles as opportunities.” 

"I am always striving for excellence. I 
go above and beyond to ensure that our 
patients get the best quality care that they 
deserve." 

-Ngoc-“Tuyet” Ngo, clinical pharmacy specialist 
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Nursing Job Fair: 300+ 
professional nurses attended. 

Thirty-eight in-person interviews 
were conducted on-site. 

Open Job Fair: 1,000+ professionals 
attended, including approximately 

150 Veterans. More than 300 
non-clinical and 100 clinical 
professionals' resumes were 

collected , including 64 nurses and 
three physicians. 

SLVHCS brought on a team of 
project managers to assist with 

developing activation schedules 
and managing projects. 

53 contracts awarded to 
support activation. 

Successfully managed a  
$37 million activation budget. 

22 integrated project teams 
working unique challenges 
related to activation. 

Activation
 



Veterans Health Administration 

Southeast Louisiana Veterans 
Health Care System 

“Being considered for a job in New Orleans was even more 
attractive given the community’s dedication and commitment 
to rebuild, including its health care system, following the 
devastation of Katrina. The successful opening of the new 
medical center could add to the well-being of the greater 
community. 

Activating the new medical center while delivering high 
quality and Veteran-focused care is the biggest challenge, but 
also the reason I took the job.” 

-Dr. Ralph Schapira , Chief of Staff 

Dr. Rebecca Metzinger, SLVHCS Opthalmology chief, 
was named one of CityBusiness New Orleans’ 50 Women 

of the Year for her work serving Veterans. 

11 SLVHCS doctors were selected by their peers 

throughout the region to be featured in New 


Orleans Magazine as members of the  
Best Doctors of 2015.
 

1-800-935-8387 
www.neworleans.va.gov 

www.facebook.com/VANewOrleans 
www.twitter.com/VANewOrleans 

www.twitter.com/VANewOrleans
www.facebook.com/VANewOrleans
http:www.neworleans.va.gov



