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Message from the Director

iscal year 2007

was unprecedented

for the Harry S.
Truman Memorial Veterans’
Hospital in our ability to
provide financial resources
to meet the increasing
demands from mid-
Missouri veterans. It was
also a year of unprecedented oversight visits
and reviews, highlighted by successful
reaccreditation from the Joint Commission on
Accreditation for Healthcare Organizations
(JCAHO). The dedicated Truman VA health
care team continued to provide excellent care
and services for even more veterans. By year’s
end, we were providing health care services
to more than 31,000 veterans, including more
than 800 recently discharged combat veterans
from Iraq and Afghanistan. The staff and
management are proud to serve the veterans
that elect to receive their care from us — either
at the Columbia VA medical center (VAMC) or
at one of our five Community Based Outpatient
Clinics. This continued response to the increased
patient care demand as well as the highlighted
accomplishments are a direct result of the
Truman VA health care team’s hard work,
dedication and commitment to excellence,
compassion and great customer service. Overall,
this accounting of accomplishments speaks well
of the institution and the quality of care and
service provided to veterans by employees and
volunteers alike.
As the medical center director, I pledge that,
in 2008, we will reaffirm a commitment to
outstanding health care delivery to veterans

as well as a commitment to continuous
performance improvement and improved
patient satisfaction. We will continue to focus
on our outstanding cardiovascular services
program, which serves as a referral center for
other network facilities. We will take the next
important steps in our major construction project
to replace the operating room surgical suites and
renovate the back-fill space to assure modern,
up-to-date surgical facilities for our patients.
Truman VA staff will continue to be key leaders
and participants in the councils and committees
of the VA Heartland Network (VISN 15), which
provide the basis for network operations.

The cost of health care will continue to

increase. Even with increased resources, there

is a continuous need for maximum financial
efficiencies in order to operate within the
constraints of a fixed operating budget. We fully
expect that our dedicated staff of employees and
volunteers will continue to work diligently to
assure that we successfully fulfill our important
primary mission of service to veterans.

Truman VA patients will benefit from our
continued strong performance in preventive
health measures, chronic disease management
and the use of clinical guidelines. The

operation of our five existing Community
Based Outpatient Clinics (Fort Leonard Wood,
Kirksville, Camdenton, Mexico and St. James)
will continue to improve access to primary care
and mental health services. We are excited about
the development of a new Community Based
Outpatient Clinic in Jefferson City that should
be operational before the end of the fiscal year.
The significant impact of VA research, under
the leadership of a new associate chief of staff

for research and development, will be felt
locally as VA funding and support enhances a
wide array of medical/clinical research studies,
especially the micro-imaging applications in
the radiopharmaceutical laboratory as well as in
our health systems research and development
program. We will continue to focus public
attention on the contributions that veterans have
made to our way of life through a variety of
commemorative activities and special projects.
We expect that Truman Memorial VA and
VISN 15 will continue to be leaders within the
Veterans Health Administration in performance
measure outcomes. Finally, as an organization,
we will remain committed to the pursuit

of exceptional customer service as well as
excellence in patient care and patient safety, for
which the VA health care system is a recognized
world leader.

Sallie Houser-Hanfelder, FACHE
Director

Enjoy Your Freedom?
Thank A Veteran!



Accomplishments

Satisfaction

Patient Satisfaction: Outpatients served

by Truman VA and our community clinics
communicated very high satisfaction

in national surveys. For the category of
“Overall Quality of Care,” our results
exceeded the national performance standard.
Secret Shopper Program: A “Secret
Shopper” program was implemented

in which hospital employees contacted
outpatient clinics to assess performance

in clinic scheduling, courtesy and overall
customer service. Results were very
favorable. The local program prepared the
facility for the implementation of a new
national program entitled “Fresh Eyes On
Service.”

Employee Satisfaction Survey: An
exceptionally high percentage (87 percent)
of Truman VA employees participated in the
2007 national VHA all-employee survey.

Access

Patients Treated and Outpatient Visits:

The number Thousands Veterans Treated

of veterans 35
30

receiving care
increased
from 30,326
to 31,305
(+3.2 percent).
Outpatient workload increased from 282,064
to 283,751 visits.

Community Based Outpatient Clinic: Our
proposal for a new Community Based
Outpatient Clinic in Jefferson City, Missouri
was approved for activation in FY 2008.

20

10

FY04 FYO05 FYO06 FYO07

Quality

Co

National VA Performance Measures: For
specific quality categories, which included
34 different measures, we exceeded national
performance standards — “Quadrant I — for
five of the six categories.

Accreditation: We successfully achieved
reaccreditation status from JCAHO and the
College of American Pathologists.

Clinic Appointments and Missed
Opportunities: Eight of 10 new patient
clinics that were assessed met national
performance requirements for access

— appointments within 30 days. For
established patients, all 10 clinics met or
exceeded standards. All 10 measured clinics
met or exceeded national performance
requirements for “missed opportunities”
such as patient no-shows and clinic
cancellations.
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Medical Care Cost Recovery: Our revenue
collections were $1.5 million above our
collection goal.

Resource Management: We effectively
linked strategic plans and service line
business plans. $7.3 million was obligated
for capital projects that improved patient
care and infrastructure throughout the
hospital. $13.9 million was obligated for
new and replacement equipment.

Functional Outcome

OIF/OEF Veterans: “Seamless transition”

efforts were strengthened for returning
combat veterans from Iraq (Operation

Iraqi Freedom) and Afghanistan
(Operation Enduring Freedom). To help
meet anticipated needs of these returning
veterans, we hired an OIF/OEF Program
Manager, an OIF/OEF Case Manager, a
Suicide Prevention Coordinator and several
other additional positions in Behavioral
Health. Truman VA staff attended nine
Missouri National Guard benefits briefings
throughout the hospital’s service area and
two Post-Deployment Health Reassessment
(PDHRA) Program events at Fort Leonard
Wood. A total of 837 OIF/OEF veterans
received health care services from Truman
VA in 2007.

Governance Structure: The hospital
governance structure was “rewired,” using
Malcolm Baldridge criteria, by establishing
a governance council, the Joint Leadership
Council (JLC). Seven major boards that
oversee nearly 50 committees report to the
JLC.

EEO: Strong support of EEO and diversity
programs at Truman VA was evident.
Resources were provided to the EEO
Committee and special emphasis programs
such as the Federal Women’s Program to
promote awareness of special emphasis
groups. Truman VA actively participated in
and supported community-wide programs
such as the Columbia Values Diversity
Celebration and the annual NAACP
meeting. The vacant Hispanic Employment
Program Coordinator position was filled.



Accomplishments

Bulldmg Healthy Communities
Educational Affiliations: Positive, effective
working relationships with leaders of our
medical school affiliate and other existing
affiliations with institutions of higher
learning were maintained. Through a
partnership with the University of Missouri,
an Interior Design doctoral student worked
on the “cultural transformation” project on
the long-term care unit. Also, a graduate
residency program with MU’s Health
Management and Informatics Department
was established.

*  Veterans Service Organization and
Other Stakeholders: Truman VA officials
represented VISN 15 at regular meetings of
the Missouri Veterans Commission. Hospital
management maintained open lines of
communication through monthly meetings
with service officers and congressional staff
members as well as biannual stakeholder
meetings with the Network Director.

Community Partnerships: Strong community
partnerships with the Columbia Meals On
Wheels program and Frederick Douglass
High School, our formal Partner In
Education, were maintained. The “industry
based” partnership with Douglass High
celebrated its 10th anniversary.

Community Relations: Ongoing efforts
with the local public schools included the
partnership with Douglass High School,
VA staff involvement with career days at
three local middle schools and the annual
Veterans Day essay contest for junior and
senior high students. Hospital officials were
engaged and active in Columbia Chamber
of Commerce committees and activities.
Hospital employees participated in
the annual Memorial Day parade
and wreath-laying ceremony at the
Boone County courthouse. Truman
VA hosted two Shriners Hospital for
Children medical screening clinics
for mid-Missouri children.



Harry S. Truman
Memorial
Veterans' Hospital

"Everyone |
encountered, whether
medical staff or
volunteer, was
friendly, pleasant and
eager to be helpful.”




