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Story continues on page 2

On September 19 VA SORCC was host to fourteen former Prisoners-
of-War in a POW/MIA Luncheon. Associate Director, Roy Horne, 
gave special remarks, Dr. Randall Nelson, Chief of Staff, explained the 
significance of the Missing-In-Action Honor table, and together they 
presented each former POW with a throw blanket displaying the POW/
MIA logo and a single red rose. The staff of Community Resources/
Public Affairs Service wishes to express our appreciation to the staff and 
the IT workers with FMS and Recreation for their assistance in setting 
up the Theater for this occasion and to the Canteen Service for catering 
a delicious Lasagna meal. Special thanks to the Disabled American 

Associate Director, Roy Horne hands out throw blankets at POW/MIA luncheon
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 A Message from the 

                                   Chief
Dear Fellow Employees, Volunteers, Veterans and Friends of VASORCC:
There are many positive changes taking place at our VA SORCC and one I’m particularly 
excited about and honored to be a part of is our new Business Office Service (BOS).  
The Business Office grew out of what was formerly known as “HAS” (Healthcare 
Administration Service) and this included most of our present functions as well as 
Ambulatory Care services.  In recognizing the need to transform our VHA business 
practices and health benefits policy into a superior delivery mechanism of quality health 
care, the previous HAS split to form a more technically proficient Business Office and a 
much improved Ambulatory Care division.  This has allowed Ambulatory Care to improve 
such practices as timely access to clinics and has enabled the Business Office to lead the 
way in improving the quality, efficiency, and effectiveness of our programs and operations.  
I believe a solid testimony to the forward vision and creative thinking of this change 
locally is evidenced in the recent restructuring nationally at the Chief Business Office 
(CBO) whereby each business function is organized into one of three major divisions - 
exactly as we are organized.

The Business Office is comprised of our Fee department, MCCF, and HIMS.  At the 
national level, Fee is referred to as “Purchased Care” and includes everything we purchase 
locally in terms of care and services from the community that may not be provided 
exclusively or entirely by our own operations.  MCCF encompasses what the CBO refers 
to as “Revenue Operations” and this is the increasingly complex process of recovering 
healthcare costs or expenditures through such things as third party private insurance 
coverage, reimbursement for portions of locally purchased care, or accruing co-payments 
for individual care and services.  It is important to know that the more accurate our 
information is regarding private insurance coverage, veteran contact information, and the 
overall updating of information - the better we are able to improve our overall provision 
of services as every dollar received is ultimately channeled back into improved services 
for our veterans.   Finally, our remaining section in the Business Office is known as 
HIMS which is Health Information Management comprising what CBO now identifies as 
“Member Services.”  Under this umbrella are some of the technical areas such as Privacy, 
Release of Information and Freedom of Information Act processes, medical Coding, 
Transcription, and efficient maintenance of our growing number of Medical Records.  

Each of the sections in our Business Office is now headed by a new leader and together 
our Fee, MCCF and HIMS chiefs along with myself have less combined VA experience 
than any one of our predecessors had individually.  We consider this an outstanding 
opportunity for stellar improvement as we bring new blood, new ideas, and a wealth of 
technical, strategic and leadership experience from the private sector and other government 
agencies.  We also believe this adds diversity, enthusiasm and harmony to an increasingly 
challenging field and we are committed to continually improving and implementing 
consistent business practices that will become benchmarks for both the public and private 
sector as we move forward.

None of these improvements would be possible were it not for the continual support of our 
fellow team members at the VA SORCC including our employees, veterans and volunteers, 
and we are thankful for the encouragement, collaboration, and dedication we continue to 
experience.  Thank you for the work you do in providing the Best Care Anywhere to our 
nation’s veterans!

Keith A. Welsh, Chief, Business Office
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Veterans, for the large cake and to the volunteers that helped serve the meal and refreshments…Dona Spence, 
Virginia Kula (DAVA), Pat Rebello (ALA), Ilene Kiser (ALA) and Patricia Wright (VFWA). We all appreciate the 
privilege of being able to honor our special guests.

continued from cover POW/MIA Photos Continued
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VAVS CALENDAR OF EVENTS

November ‘08 3rd 
11th

27th 

VAVS Committee Meeting, 10 am Activity Room
Veterans Day Ceremony, Theater. 10 am*@
Happy Thanksgiving! CRD Office closed

December ‘08 2nd 
4th 
5th 
17th 
20th 
25th

31st 

Holiday Tree Lighting (conjunction with Town Hall)*@
Patients Christmas Gift Shop Set Up*
Patient’s Christmas Gift Shop*
Gift Wrap*
Patients Christmas Gift Distribution*
Merry Christmas!! CRD Office Closed
Patients New Years Eve Celebration, Theater*
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Dr. Pimentel is one of the leading experts in the nation on practical 
issues of the ADA, Workers Compensation, Disability Management, 
and Disability and Diversity issues in the workplace.

Dr. Richard Pimentel is an exceptional communicator whose audiences praise his 
ability to combine information, humor, metaphor, analogy and storytelling into an 
informative whole that does not just present the information, but really communicates 
it in a memorable fashion.

As the key author of the highly acclaimed and widely used Windmills program 
designed to change the attitudes and behavior of supervisors who hire and promote 
employees with disabilities, he has played an influential role in creating workplace 
opportunities for persons with disabilities with many of America’s largest and most 
prestigious government and employer organizations.
  
Dr. Pimentel is a senior partner in the firm of Milt Wright & Associates, Inc. for which 
he conducts training and consultation nationwide on topics as diverse as Attitudinal 
Change in Health & Human Services, The Future of Disability Management, 
Return-to-Work, and Emotional Ergonomics™. He has authored and co-authored 
numerous books and professional publications, including What Managers and 
Supervisors Need to Know About the ADA, Making the ADA Work for You, The 
Workers Compensation ADA Connection and Taking Control of Workers 
Compensation Disability Costs. 

A full length motion picture of his life story “Music Within” staring Ron 
Livingston, Melissa George and Michael Sheen was released in theaters throughout 
the country in the fall 2007 and is now available on DVD.  He presently is designing 
employer job recruitment and retention programs for returning combat wounded 
soldiers. Most recently he represented the US State Department on disability 

                                Veterans Day
                                    In the theater
                     Featuring:  Richard Pimentel!!!
                  10 am - Veterans Day Celebration
                11 am - 173rd Flighter Wing Flyover
                           11:15 am - 12:30 pm
            Richard Pimentel's Special Presentation
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On October 15 the VA SORCC hosted the Jackson County Job Council students.  The students under the 
direction of Christie Lawson, Youth Crew Leader accompanied Tom Marshall, CRD Specialist on a guided 
tour of our Infirmary, Radiology, Dental & Pharmacy clinics seeking career exploration opportunities.  The VA 
SORCC in conjunction with the local Job Council guide students on real-world job site visits and interaction 
with working professionals. 

Visitors Receive Tour of The VA SORCC

On October 14 the VA SORCC hosted The Young at Heart Club of Valley View Seventh Day Adventist Church.  
Tom Marshall, CRD Specialist, guided the group on a tour of the Camp White Museum and the new bed building.  
The group was highly impressed with the facility and excellent living conditions afforded our inpatient veterans.  
They praised the friendly environment of staff and volunteers who greeted them as they walked throughout the 
VA SORCC hallways.  They have already arranged another visit for same time next year.
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(re-print) Leadership in Nutrition and Food Service (NFS) is showing staff appreciation through a new program, 
the ‘Smile Committee.’  The committee created a ‘Smile Board’ to honor two staff members each week. The 
selected employees are rewarded with either a preferred parking space* for one week or a 59er as special 
recognition for extra work he / she has done. Our current recipients are Kevin Davis and Guy Murphy.  

*The preferred parking place was donated by an employee who was awarded the space through a Leadership Award they received.  

 Kevin Davis  Guy Murphy and Lenora Lunsford

Nutrition and Food Service

COME ONE, COME ALL!
To the Open Season Health Benefit Fair

Mark your calendars to attend the annual OPEN SEASON HEALTH 
BENEFIT FAIR being held on November 17, 2008 in the Activity Room 
from 10AM – 2:30PM. 

The following representatives will be present: GEHA, Mail Handlers, 
AETNA and Blue Cross Blue Shield., and will answer any questions you 
may have. 

HR representatives will be on hand as well to help employees with questions 
regarding changes to their current Health Insurance plans on Employee 
Express.

We recommend employees check their access and passwords to Employee 
Express before coming to the Benefit Fair. If you do not have a password or are having difficulty accessing 
Employee Express go to HR or call Greg Culver ext. 3214 or Ylia Casper at ext. 3285 for assistance
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               Congratulations!  We’ve passed the 2,000 rung of the flu shot ladder! 

We’ve given a total of 2,230 flu shots to outpatients, inpatients, employees and volunteers.   
We’ve also documented an additional 690 refusals/contraindications/given elsewhere for a 
total of 2,920 documentations. This data is obtained from the Clinical Reminder for those 
of you familiar with CPRS.  We can’t breakdown this data into categories of outpatient, 
inpatient, employees and volunteers yet, but we are working on it.  

  2,263 Outpatient vaccinations (25.2%)
    353 Inpatient vaccinations  (63.7%)
    238 Employee vaccinations   (39.9%)
      38 Volunteer vaccinations  ( 7.7%)

The percentages are based on the following total populations for each category: 8,966 enrolled 
outpatient vets last year; 554 inpatient bed capacit;, 597 employees; and, 491 volunteers.

As you can see, we still have a long way to go to meet our targets for outpatients, employees 
and volunteers.  Flu season is here! Keep persevering! We can do it! Protect our vets and each 
other!
 
Yvonne Chilcoat, RN, MA, CIC
Infection Control/Occupational Health

                                                  
September marked the beginning of Flu vaccination season. Influenza can be a serious disease in people 
of all ages, but especially in the very young, the elderly and persons with chronic illness.  It can lead to 
hospitalization and even death.   200,000 people are hospitalized every year from flu complications and 
36,000 people die.  Protect yourself and your loved ones.  Get your flu shot now!  

YOU CAN GET YOUR FREE FLU SHOT IN ONE OF THE FOLLOWING WAYS:

Friday, November 7, from 1:00 – 4:00 p.m. at our Klamath Falls CBOC special Flu Vaccination Clinic.  
No appointment necessary.

Tuesday, November 18, from 10:30 a.m. – 2:00 p.m. at our Lakeview Clinic.  
No appointment necessary.

Stay tuned for an announcement about a Grants Pass Flu Clinic

Call our telephone Flu Hot Line for updates before you come and for more flu information

1-541-830-7493

More information is also available at www.cdc.gov/flu
Family members and care givers: 

Sorry, VA can not provide vaccinations to non-veterans

Get Your Flu Shot
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EMPLOYEE NEWS
Human Resources 

WELCOME ABOARD: 
Ambulatory Care: Russell Smith, Medical Support Assistant 
Facilities Management Service: Jeff Miller, Housekeeping Aid 
Mental Health Service: Devin Shea, Social Worker/Psychology; Sue Kreul, Nurse Practioner HBPC; Patrick 
Levesque, Physical Therapist HBPC; Nicole Thomas, Voc Rehab Specialist
Nutrition & Food: Wes Smoker, Food Service Worker; Martin Robinson, Food Service Worker; Margaret 
McDermott, Food Service Worker; 

MOVING AROUND:
Mental Health Service: Lynn Baack, Voc Rehab Specialist-Promotion 
Nutrition & Food: Michael Peacock, Cook-Promotion 
Patient Outcome Management: Destin McLaughlin, Management Analyst-Promotion 
Police & Security Service: Andrew Frazier, Police Officer-Promotion; Richard Britton, Police Officer-
Promotion

RETIREES: Dorothy Whittington, Secretary; Michael Sewitsky, Motor Vehicle Operator

  Commissioning Ceremony of 2nd Lieutenant Alexandra Tomlinson, USA, Nurse Corps

On October 21 the VA SORCC as in days gone bye, witnessed a 
commissioning ceremony for 2nd Lieutenant Alexandra Tomlinson, 
USA, Nurse Corps. Alex requested the privilege of using the VA 
SORCC as a backdrop of history. Alex a local 2004 graduate of 
St. Mary’s High School went on to pursue her nursing degree from 
Azusa Pacific University in Los Angeles, CA.  After six weeks 
of Officer Basic Corp, Alex will receive her commission and be 
assigned to the Landstuhl Regional Medical Center, a U.S. Army 
Medical Command (MEDCOM) post, which is often the first 
stop for American casualties leaving the ongoing conflict in Iraq 
and Afghanistan. Alex is the daughter of Dr. Dan and Julianna 
Tomlinson who reside in Medford.  Dr. Tomlinson is a physician 
who appears on KTVL Channel 10 news “Ask Dr. Dan” concerning 
health questions.  Julianna is an operating room nurse at Rogue 
Valley Medical Center.  Congratulations and Good Luck, Alex!!!
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VA Southern Oregon Rehabilitation Center & Clinics 
FY 09 Strategic Plan

 Access 
Meet all national patient wait requirements and eliminate all backlog.•	
Ensure all treatment sites comply with required directives and policies.•	
Expand CCHT coverage to other clinical cohorts.•	
Increase care sites to bring care to the veteran.•	
Assure compliance with all measures & monitors for Mental Health.•	
Assure all new directives for women’s health are met in FY09.•	
Successful implementation and accreditation of HBPC program.•	

Quality 
Meet or exceed all performance measure benchmarks.•	
Provide seamless transition and follow-up for residential patients.•	
Provide uniform services at all outpatient care sites.•	
Increase coding accuracy to 95%.•	
Refine and expand data utilization for overall organizational operations to align with Carey principles.•	

Customer Service (Satisfaction) 
Restructure the Service Recovery Program.•	
Improve overall inpatient satisfaction scores to 90% or better.•	
Improve outpatient satisfaction scores in the areas of: Courtesy, Education & Information, Emotional •	
Support, and Preferences to meet or exceed benchmarks.
Maintain or improve SORCC All Employee Survey scores.•	

Efficiencies/Resources 
Exceed MCCF collection goals while focusing on new revenue.•	
Identify opportunities to maximize VERA reimbursement for increased complexity by 10%.•	
Implement new fee initiatives that support efficiency and proper utilization.•	
Meet or exceed 95% of financial indicators•	
Complete 95% of all encounters within 14 days.•	
Develop and maintain physical capacity to accommodate current and future services.•	

Workforce Development 
Promote diversity, internal recruitment and retention, and the hiring of hard to recruit specialties.•	
Define, implement and promote mentoring throughout the SORCC.•	
Support the advancement and training of employees at all levels of the organization.•	

MISSION:  The VA SORCC is a national resource for veterans.
VISION:  Demonstrating excellence in leadership, rehabilitation and health care.
VALUES:  With compassion, competency and commitment.
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The FMS Project Section has been very busy this year and FY09 will be the same. 

Projects recently completed:
Replace Bed Buildings 215 & 216•	
Renovate B209LS, Phase 1 •	
Deconstruct B217•	
Upgrade B201 Elevator (along with some work on B208) •	

Projects recently awarded and to start soon or already have:
B200 Replace Branch Circuits•	
B220 Replace Exterior Stairwells – 75% done•	
Renovate B209, Phase 2 – planned start the week of October 6th•	
Renov CC 202 and Install Elevator (Design/Build) – planned start date of October 20•	
Replace Flooring – various buildings•	
Storm Water Management – 50%•	
Boiler Plant Structural (Design/Build) – seismic upgrade – 25%•	
Replace Underground Storage Tanks, Boiler Plant – replace tanks with above ground ones•	
Replace Dom Bed B217 – planned start for Oc•	 tober 6
Replace Dom Bed B218 – anticipated start in November•	
B224 HVAC Installation•	
Designs – Main Roadways, 2•	 nd Waterline Connection, Activity Room and Restroom Renovation, Energy, 
Replace Dom Bed B221, and B250 FCA Deficiency Renovations.
Sleep Lab, B213LS•	
Large Meeting Room, B222S•	
Crawl Space Access, B201•	

Integration work status:
Work in the pill line area is planned to start in the next few months•	
B212LN work anticipated to start in a month or two•	
Work on B211LN – 100% completed•	
Infirmary work has been completed and so there are four exam rooms designated as outpatient/inpatient •	
exam rooms.
B222S work completed. Moved SATP to B222S and Fee Basis to B212LN.  •	
Completed two new offices in B211LS.•	
Redesign Team established to determine how best to arrange B211LN•	

Construction Activities 2008/2009
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No Waste!
Joni Earickson Tada was a young athletic 
girl who broke her neck while diving.  She 
was changed, in one day, from an active 
girl to a quadriplegic.  With no use of arms 
and legs, she became bitter and consumed 
with self-pity.  But, finding strength in God, 
she turned to thanksgiving and discovered 
talents that she had not previously known.  
One of those talents was the ability to 
paint.  She would place a stylus in her 
mouth and paint on a canvas using only 
head motions.

One day, speaking before an assembly, 
she graphically used her talent to illustrate 
how God had turned her “wasted life” into 
a productive and vital one:  Using a brush 
in her mouth, she painted a picture of a 
house with some landscape around it.  She 
turned to the people and said, “isn’t that a beautiful picture?”  Everyone agreed.  Then she took a blot of paint and 
dabbed it in the middle of her painting.  “Now; she said, “It looks like the picture is ruined, isn’t it?”

Everyone agreed.  But using her brush in her mouth and her artistic talent, she worked the paint throughout the 
picture – adding shadows and more landscape and more fixtures to the house.  When the altered picture was shown 
to the audience, the painting had more depth and richness. “That”, she said, z’is what God has done with my life.  
The blot was my injury, but God has added more depth, richness, and purpose to my life with His artistry.”

The scriptures declare, “God works all things together for good…” There need not be any wasted life, nor wasted 
event or wasted tragedy.  He is the Master artist who can take any loss, pain, crisis, poor decision, sin or disaster 
and turn it into greater wisdom, depth, character, and purpose…if He is given the opportunity.  Joni came to the 
point where she gave her “wasted life” to God, and then she decided to give thanks, and looked for how God 
could work her tragedy for good.  She eventually married and has authored books.  She has been an inspiration for 
thousands of others who have experienced tragic loss and suffering.  Her message is the message that countless 
others have shared – that God is Supreme Resourcefulness.  He doesn’t waste anything.  Those who give their 
disappointments, losses, and self-pity to Him can discover new purpose and perhaps new talents and abilities as 
well.

Chaplain Steve Philo

 Joni Earickson Tada
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                6:30 a.m. to 4:00 p.m. 
                Monday—Thursday
                Building 202, Room 103
                Ext. 3657

       Wolfgang Agotta, Patient Advocate

 Can help you with:  Compliments, complaints or 
unmet needs. If you have SORCC policies and 
procedures questions not answered elsewhere, 
come see me I have an open door policy. My 
hours are:  

Preventive Ethics

The Preventive Ethics Team uses the ISSUES model.  It is a step-by-step method for addressing ethics quality 
gaps in health care using quality improvement approaches.

ISSUES analysis can point to system-level changes to reduce differences between current practices and ideal 
practices.

Any staff person who wishes a Preventive Ethics review of a system can do so by contacting a member of 
the Preventive Ethics Team.  Confirm that the issue is appropriate for Preventive Ethics.

Consider these questions: 	
Does the issue give rise to a health care ethics concern?◊	
Does the issue suggest an ethics quality gap?◊	

When in doubt, consider whether another process in the organization should address the issue.	

Preventive Ethics Team:         Laurie Petersen, Quality Manager, Ext 3625
                                                Dr. Steve Garrett, Pharmacy Chief, Ext 3106
                                                Tony Cary, CBI Officer, Ext. 7500
                                                Dr. Robert Naymik, Ext. 3236
                                                Mary Garrett, Social Work, Ext 3800
                                                Virginia Hawker, Quality Management, Ext 3447
                                                Lynda Pincock, Director of Education, Ext 3422
                                                Mike Twiss, Social Work Service Chief, Ext 3439
                                                Colleen Corson, Social Work, Ext 3289
                                                Ron Duncan, Program Specialist CAFM, Ext 7479


