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Comment cards give patients voice in SLVHCS

Tell us about your experience!!!! 

1. Clinic visited: __________________________ 
       Date visited:___________________________ 
2. Using any number from 0 to 10, where 0 is the worst healthcare 
possible and 10 is the best healthcare possible, what number 
would you use to rate all your VA healthcare in the last 12 months? 
 

0      1      2      3      4      5      6      7      8      9     10 
 
3. How long after the time when your appointment was  
scheduled to begin did you wait to be seen? 
         No Wait           1 to 10 minutes          11 to 20 minutes 

         21 to 30 minutes        31 to 60 minutes       More than 1 hour 

OVEROVER  Southeast Louisiana Veterans Health Care System 

Story by Kimberly Gearhart

Have you ever filled out a 
Comment Card after a visit? If you 
haven’t?  Why not?

Patient feedback is critical to 
any health care organization, and 
Southeast Louisiana Veterans 
Health Care System (SLVHCS) is 
no exception. Comment Cards are 
one way to solicit and track that 
feedback.

Cards are available at each clinic, 
and can be turned in anonymously or 
the patient may request a response.   
Patient Advocates at each location 
compile the comment cards, and the 
data is forwarded to the Customer 
Service Coordinator, Brian Carnes.

“Customer concerns are discussed 
at the highest level each week. 
The Director is really emphasizing 
improving customer service for our 
Veterans,” he said.

Improving service, however, 
requires some help from the patients. 
By filling out Comment Cards, you 
can help shape those improvements 
in the future.

Additionally, Comment Cards 
can be used to tell the Director about 
exceptional service received.

“Compliments are always 
welcome,” Carnes noted. 

Carnes encourages patients to fill 
out a comment card for every visit 
to ensure that system improvements 
are in line with patient needs.

New technology may help reduce intake wait times
Comment Cards like this are available in all SLVHCS clinics.

Story and photo by Kimberly Gearhart

There’s a COW in the 10G clinic in New 
Orleans these days.

“I call her ‘Elsie,’ and she just mooooooves 
all over,” said Janice Cobb, licensed practical 
nurse.

The COW is a Computer on Wheels, and Cobb 
is helping test the device for possible widespread 
use in Southeast Louisiana Veterans Health Care 
System (SLVHCS) clinics.  The program was 
born from recommendations made during a 
patient flow systems redesign project.

The new computer cart system allows 
intake nurses a more mobile method of patient 
processing. The computer comes equipped with 
a smaller, hand-held tablet and a camera. 

For Joanna Caprera, clinic charge nurse, the 
camera may be the best part of the system.

“There’s no patient delay [while we search for 

a camera] and the photos upload directly to the 
system,” she said.

Streamlining patient care and reducing wait 
times is one goal of the program, which includes 
some patient-area renovations as well.

Many of the exam rooms in 9 and 10G were 
equipped with private bathrooms. Those facilities 
are not necessary in the clinic setting, and the 
pilot program also includes a remodeling of the 
old bathroom space as a waiting area.

“Patients don’t have to go back and forth 
between the waiting room, intake processing and 
the exam room now,” Cobb said.  Instead, patients 
can wait in a more private area co-located with 
the exam and intake stations.

“Or, if something happens, we can go to the 
patient and get the intake started wherever we 
can find a cubicle open,” Caprera added.

If the test phase goes well, you may see more 
COWs popping up around SLVHCS.

Janice Cobb, LPN, discusses some features of 
the Computer on Wheels now testing in 10G.

“[We are] working on the future of health 
care,” said Stacy Valenti, clinic manager.

By reducing patient wait times and possibly 
reducing the number of times a patient is moved, 
SLVHCS hopes to offer Veterans the best care in 
the most efficient and comfortable way.

You hold in your hands the first 
edition the Southeast Louisiana 
Veterans Health Care System’s 
(SLVHCS) patient newsletter.  

We here at SLVHCS are 
dedicated to offering you the best 
medical care and keeping you 
informed about goings-on in the 
health care system.  

I hope you find this newsletter 
to be helpful and informative, 
and feel free to make suggestions 
about the kind of information 
you would like to see in its pages.  
Comment Cards are an excellent 
way to let us know, or you can 
contact Public Relations at the 
e-mail address listed below.

Director’s NoteTwo new community clinics open in SLVHCS 

Questions, comments or suggestions about Bonne Santé?  E-mail VHANOLPublicRelations@va.gov.

Story by Pete Scovill

Southeast Louisiana Veterans 
Health Care System (SLVHCS) 
is expanding patient services to 
better serve Veterans in outlying 
communities by opening two new 
clinics in Franklin and Bogalusa.

“Since the early days following 
the devastation of Hurricane Katrina, 
SLVHCS has pursued an innovative 
and model approach to bringing 
healthcare back to Southeast 
Louisiana,” said SLVHCS Director 
Julie Catellier. 

“It is our privilege to provide 
health care to our military men and 
women who have defended and 
protected our nation.”

SLVHCS will open its doors 
to Veterans in Franklin and the 
surrounding area Jan. 25 and in 
Bogalusa Feb. 1. 

With the opening of these two 
clinics, VA will have opened eight 
full service healthcare clinics 
in outlying areas to better serve 
Veterans nearer to their homes.

“The great thing about opening 
these clinics in Franklin and 
Bogalusa is that this will bring more 
than 90% of our Veteran patients 
to within 30 minutes of their 
primary care team,” said Dr. Jamie 
Buth, Associate Chief of Staff for 
Clinics.

Bringing care closer to the 
Veterans who need it is one of 

SLVHCS’ most important goals. If 
these clinics are located closer to 
your home, you may begin using 
them for your primary care as soon 
as they open.  

The Franklin clinic will be 
located at 603 Haifleigh Street.  
Bogalusa’s new clinic can be found 
at 319 Memphis Street.

Appointments for either clinic 
can be made by calling 1-800-310-
5001 Monday through Friday from 
8 a.m. to 5 p.m. 

Doctors in all VA community 
clinics have instant access to your 
VA medical records and are able to 
offer exceptional care; using them 
is just one of your many VA health 
benefits.



VA 2010 benefits and programsYour Patient 
Advocates
Patient Advocates are here to 

ensure patients are treated with the 
dignity and respect they deserve.  
Advocates act as liaisons and 
help resolve patient concerns or 
complaints in a timely manner.  

Patient Advocates can also help 
patients understand their rights and 
responsibilities within the system.

In New Orleans, four advocates 
cover the various clinics:

   Specialty Clinics, Linda Harris  
            504-412-3700, ext. 5558 
   Primary Care, Merwyn Miller 

504-553-5867 
   Mental Health, Felicia Vance

504-571-8146 
   Pharmacy, Constance Osum

504-412-3730 

Outlying clinics have one 
representative each:

Baton Rouge
Theresa Cruthirds
225-761-3479 or 761-3400

Hammond 
Phaedra Pea
985-902-5042 or 902-5099

Houma
Lori Arcement
985-851-0188

Slidell
Patricia Giles
985-690-2665 or 690-2668

St. John
Anthony Smith 
985-479-6736 or 479-6727 

Dental
Janie Farley 
225-930-2937 

Transitional
 Bobby Dees 
 504-566-8567 

WASHINGTON – The Department of Veterans Affairs (VA) wants to inform Veterans and other beneficiaries of  
changes that will take effect in 2010:

VA Freezes Prescription Copayments
Any increase in Veterans out-of-pocket payments for 

pharmaceuticals will be delayed until June 30, 2010. This 
means the department will delay a scheduled $1 increase 
– to $9 – in the copayments facing Veterans for each 30-
day supply of medicine for the treatment of conditions 
not related to military service.  

During this period, VA will also keep $960 as 
the maximum, annual out-of-pocket payments for 
pharmaceuticals for non-service-related conditions. The 
$960 cap will not apply to Veterans in priority groups 
seven and eight. The yearly maximum out-of-pocket 
payment was scheduled to increase to $1,080.  There are 
no copayments associated with the treatment of conditions 
related to military service.

VA will Distribute Insurance Dividends
Approximately 900,000 Veterans are in line to share $286.4 million in annual insurance dividends during 2010. 

VA operates one of the nation’s largest life insurance programs, providing more than $1 Trillion in coverage to 
seven million servicemembers, Veterans, and family members. These payments will be made to insurance policy 
holders on the anniversary date of their policies.  Payments will be sent automatically through different payment 
plans and the amounts will vary based on the age of the Veteran, the type of insurance, and the length of time the 
policy has been in place. 

Veterans who have questions about their policies may contact VA insurance toll-free number 1-800-669-8477 
or send an e-mail to VAinsurance@va.gov.  They may also visit www.insurance.va.gov.

No Disability Compensation & Pension Benefits COLA Adjustment
As a result of negative inflation and the consumer price index going down over the past year the Social Security 

Administration has announced there will be no COLA this year for Social Security recipients. Under federal law 
VA’s COLAs cannot exceed the Social Security COLAs.  Therefore, VA is barred from making a COLA increase 
for recipients of its benefits.  

VA provides compensation and pension benefits to over 3.8 million Veterans and other beneficiaries.  Presently, 
the basic monthly rate of compensation paid to Veterans ranges from $123 to $2,673. Annual income limits 
for disability pension begin at $11,830 for a Veteran without dependents and increase for Veterans who have 
dependents, who are housebound, or who need regular aid and attendance.   

Veterans who have questions about their benefits may contact the VA’s financial benefits toll-free number at 
1-800-827-1000 or go to www.vba.va.gov/VBA.  Veterans in receipt of pension benefits with pension-specific 
questions should call 1-877-294-6380.

Travel Health Kit
Prescribed medicine 	
Overthecounter medicine 	

Antidiarrheal medication o 
Antihistamine o 
Decongestant o 
Antimotion sickness medication o 
Medicine for pain or fever o 
Mild laxative o 
Cough suppressant/expectorant o 
Cough drops o 
Antacid o 
Antifungal and antibacterial o 
ointments or creams 
1% hydrocortisone cream o 

First aid supplies 	
First aid quick reference card o 
Basic firstaid items (bandages,  o 
antiseptic, tweezers, scissors, 
cottontipped applicators) 
Moleskin for blisters o 
Aloe gel for sunburns o 
Digital thermometer o 
Oral rehydration solution o 

Sunscreen (SPF 15 or above) 	
Insect repellent 	
Alcohol-based hand sanitizer 	
Health insurance card 	

Pre-travel health planning helps keep vacations relaxing
Whether you plan to travel to the tropics or 

hit the slopes at a snowy resort, don’t forget to 
plan for your health! While every destination is 
different, these tips can help you plan for a safe 
and healthy trip.

 
Learn about your destination 

Visit the CDC travel health website at www.
cdc.gov/travel to learn of any health risks 
or travel warnings in effect in the country 
you’re planning to visit. It is also important to 
understand the laws and culture of the places you 
will be visiting. You can learn about countries by 
using many different resources such as websites, 
guidebooks, and other media. 

Pack Smart 

If you’re traveling abroad, it is important 
to bring copies of your passport and travel 
documents. Place a copy of your passport and 
travel documents in each piece of luggage, in 
case you lose the original documents. Don’t 
forget to leave a copy with a friend or relative 
at home. 

Create a travel health kit (see inset).  If you 
are traveling with prescription medications, 
bring a copy of your prescription. Pack a note 
on letterhead stationery from the prescribing 
physician if you are bringing controlled 
substances and injectable medications. 

Think about your health status 

No one wants to miss or postpone a trip, but 
there are times when staying home might be 
best for health reasons. Have you had any recent 
illnesses, injuries, or surgeries? Do you have any 
special health needs, due to disability, pregnancy 
or a compromised immune system? Consider 
these questions before you leave home. 

See your doctor 

The best time to see your doctor is 46 weeks 
before traveling. If it is less than 4 weeks before 
you leave, you should still see your doctor. You 
might still benefit from shots or medications and 
information about how to protect yourself from 
illness and injury while traveling. 

Plan ahead for illness or injury

Check your health insurance plan to see if they 
will cover your health needs abroad. Think about 
purchasing additional health insurance for your 
trip if your health insurance does not cover you 
while you are traveling. Pay attention to your 
health during your trip, and see your doctor if 
you are injured or feel ill.  Know the location 
of the nearest VA facility.  All medical centers 
in the VA have access to your electronic records 
and medical history.


