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                               MS. CLOSKEY:  Hello.  Welcome to VA

                  Butler Healthcare Brown Bag Lunch Chat.  I'm

                  Cynthia Closkey.  Our topic today is My

                  HealtheVet Secure Messaging.  VA has dramatically

                  increased its communication methods with veterans

                  by re-launching a more dynamic and user friendly

                  website and establishing a new media presence on

                  Facebook, YouTube, Twitter and Flickr, all to

                  improve communication with our clients and

                  stakeholders.

                               My HealtheVet is part of VA's plan

                  for transforming healthcare in the 21st century

                  and here to talk with us about how My HealtheVet

                  is helping to empower veterans is Lauren Heiger.

                               Hi, Lauren.

                               MS. HEIGER:  How are you, Cindy?

                               MS. CLOSKEY:  I'm groovy.  How are

                  you today?

                               MS. HEIGER:  I am glad to chat it

                  up with you.

                               MS. CLOSKEY:  Fantastic.  Today

                  we're going to be talking about My HealtheVet and

                  our communication processes.  We've got about a
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                  half hour of chat here, it's going to be a good

                  time.

                               Lauren has worked for the

                  Department of Veterans Affairs, Veterans Health

                  Administration, for over 15 years, her first

                  stint with VA Pittsburgh Healthcare, Office of

                  the Director as the public affairs specialist and

                  illustrator was for six years and she currently

                  serves as VA Butler's communications specialist

                  and My HealtheVet coordinator for the public

                  affairs department, Office of the Director.

                               Lauren serves to advance the

                  Medical Center's public affairs initiatives and

                  engaging social media network, as well as leading

                  a nationally acclaimed My HealtheVet program.

                               Lauren, why don't you tell us a

                  little bit about that program.

                               MS. HEIGER:  My HealtheVet in a

                  nutshell is a program for veterans to access

                  their key portions of their medical record, what

                  is also called a personal health record, and it

                  was initiated on Veterans Day in November 2003.

                               It is a free service for veterans,
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                  and it's a portal to not only parts of their

                  medical record including their lab tests, their

                  wellness reminders which are their screenings and

                  immunizations and also adverse reactions to

                  medications and allergies but also a tool called

                  secure messaging where veterans can interact and

                  interface with health care teams who are

                  activated in using secure messaging.

                               MS. CLOSKEY:  What does the secure

                  part of that mean?

                               MS. HEIGER:  It is an integrated

                  tool inside My HealtheVet where if veterans

                  create a user ID and a password and have an

                  upgraded account where they come in person, show

                  a photo ID and complete VA's release of

                  information form through the HIMS department,

                  which is our health information management

                  department.  They can create an account and begin

                  the process of securely using their, what is

                  called -- it's a -- we don't want to call it

                  e-mail but their secure messages using the My

                  HealtheVet portal.  They have privacy protected

                  IDs and passwords where they can access that
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                  information.

                               MS. CLOSKEY:  So it's like a more

                  secure -- it's like e-mail in this way that you

                  act with it, but it is more secure than e-mail;

                  is that right?

                               MS. HEIGER:  It is.  It's a web

                  based message system and it allows these patients

                  who have accounts and VA's health care teams to

                  communicate.  They communicate nonurgent

                  health-related information in a private, safe

                  computer environment, and it's as safe as the

                  veteran keeps their ID and their password and

                  also as safe as the VA system which is notably,

                  notably known for the ability to keep things safe

                  within a firewall that VA has created and a

                  management team who monitors and keeps that as

                  safe as possible.

                               That's also why the in-person

                  authentication process I just described where a

                  veteran comes in and shows their photo ID and

                  signs this form which is scanned into their

                  medical record, it allows the veteran both that

                  access to My HealtheVet but also tells us the
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                  veteran is interested in that type of format for

                  accessing their medical record.

                               MS. CLOSKEY:  So the idea is then

                  once that security process is taken care of, you

                  can access your records from anywhere or from

                  your home or from certain approved computers?

                  How does that work?

                               MS. HEIGER:  That's a great

                  question.  It's from anywhere in the world where

                  there is internet access.  So, for example, we

                  had a veteran at one of the facilities -- we

                  have 153 facilities nationally -- and a veteran

                  at one of the facilities that was overseas and

                  had a reaction to something he ate and was having

                  trouble speaking.  He said to his doctor if you

                  can access -- if you can get to the internet, I

                  give you permission to in my presence use my user

                  ID and my password, you can access my My

                  HealtheVet account with me through the My

                  HealtheVet portal and you can see my information.

                               You will see those things like I

                  mentioned, the adverse reactions to medications

                  and allergies.  You can see my history of my
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                  prescriptions so the things that I have been

                  prescribed and are currently using, et cetera, et

                  cetera.

                               So that was one way and that is one

                  of many ways where if there is internet access

                  from anywhere in the world a veteran can access

                  his My HealtheVet or her My HealtheVet account.

                               Of note though -- and you did ask

                  about how could it be accessed -- we talked a

                  little bit earlier about veteran access to their

                  medical record.  However, anyone can have a My

                  HealtheVet account.  So that would be any VA

                  employee who wants to create an account.  That

                  would be any person in a veteran's family who may

                  want an account.  It may be you or I.  As a

                  nonveteran I have a My HealtheVet account and I

                  actually train any new employee to create an

                  account.  Why?  So they can learn more about the

                  My HealtheVet system and also use all the tools

                  that are available to veterans except accessing a

                  medical record.

                               So, for example, there are pages

                  where they can self enter data.  They can track
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                  their health, their blood pressure, their

                  glucose.  They can monitor their weight.  They

                  can food journal and journal their activities.

                  Through all of these different parts of the

                  portal they can get the same kind of information

                  a veteran gets, including there is a medical

                  library with 18 million pages of information

                  where they can actually put in the search word

                  and find out all about a particular medication

                  they may be on or maybe a reaction to it, some of

                  the side effects, a procedure they may be going

                  through, et cetera, et cetera.

                               MS. CLOSKEY:  It sounds like a

                  very, very rich health resource, this whole

                  system.

                               MS. HEIGER:  Rich and growing.  So

                  there are so many benefits for anyone to have a

                  My HealtheVet account; but for the veteran in

                  particular, their ability to be able to, like I

                  said, see their lab work with a touch of a button

                  in chronological order from any VA facility that

                  they have ever been seen is just a marvelous tool

                  for veterans.
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                               The most used tool -- and we're

                  going to talk about it in a minute -- is secure

                  messaging.  I'll tell you a little more about

                  that, but recent history has shown that the most

                  used tool in the last year and the last few years

                  since My HealtheVet has been created was the

                  pharmacy page and the ability for veterans to

                  order their prescriptions online and see a

                  history of their prescriptions, again, in

                  chronological order and from any VA that they

                  have been seen.

                               So what's so neat about that is any

                  prescription they have been prescribed they can

                  print -- and every page is print friendly -- they

                  can print that information.  If they have a

                  doctor outside of VA or even if they want to

                  discuss with their VA doctor more about that

                  information, they can print it out and bring it

                  to their appointment and ask pertinent questions.

                               It is just a beautiful thing for a

                  veteran to be able to access their information

                  from any facility because of our threaded

                  services and technology, we are able to have
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                  veterans tap into those medical resources from

                  every VA facility.  So the longer a veteran is

                  seen or the more places that they have lived, the

                  more information will be available.

                               MS. CLOSKEY:  And really all that's

                  needed to kind of almost kick this off for a

                  veteran, all of these great tools, is for them to

                  get enrolled?

                               MS. HEIGER:  That's right.

                               MS. CLOSKEY:  Even if you don't

                  think you might need it right now, it sounds

                  like -- that example you gave earlier, the person

                  who was overseas and suddenly needed help they

                  didn't expect to need, being enrolled was what

                  was the key to make that happen?

                               MS. HEIGER:  That's right, and

                  we're just on the heels of the anniversary of

                  Katrina; and for those folks who struggled like

                  crazy a few years ago, we found My HealtheVet to

                  be a useful tool when the power went out, as

                  well, at hospitals with veterans who were able to

                  order their prescriptions with internet access

                  from the My HealtheVet portal.
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                               So you're seeing it in ways that

                  are almost heroic and most certainly touching and

                  always helpful to the veteran.  It's a free

                  resource.  We encourage veterans to at least take

                  a look at the portal and see if they may want to

                  get enrolled.  They can get involved at the first

                  tier which is the same tier that I would have

                  access to and that is I can create a My

                  HealtheVet account.  A veteran can create a My

                  HealtheVet account; but if that veteran would

                  like to see parts of their medical record, they

                  would complete that second tier or that second

                  step where they come in person, sign the form and

                  then be able to access the full complement of

                  everything currently going on with My HealtheVet

                  and all of those things to come.

                               MS. CLOSKEY:  As the coordinator of

                  My HealtheVet in charge of My HealtheVet sort of

                  here in Butler, how is that going?  How is the

                  program here going?

                               MS. HEIGER:  It's wonderful and

                  I've been involved in one way or another with the

                  program since its inception.  So when we formed a
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                  committee in the first year of 2003 and they

                  talked about the promise and the future

                  enhancements of what was to come, they really

                  wanted to build a strong base that included

                  marketing and public affairs about the program.

                  So I started there.

                               To date I have been working full

                  time in that capacity for the last couple of

                  years and we have seen some real notable

                  achievements and it is because of a dedicated

                  team here within the HIMS department that we

                  talked about earlier.  So within that release of

                  information department, within the file room,

                  within the coding department and within the

                  operations team, I have a strong team of folks

                  that I work with who know the program inside out

                  like myself.

                               So you could have a town crier or a

                  barker who talks up the system; but if you have

                  those fresh faces and other people of whom

                  several are actually veterans using the system

                  and at that next level where they kicked it up a

                  notch and can talk it up, those kinds of things
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                  are what veterans are looking for.

                               That's part of the beauty of the

                  VA.  We have a camaraderie here among veterans

                  and it's so unique.  We specialize in veteran

                  care and so this tool is particularly for

                  veterans so these folks can really talk it up.

                               But to speak more succinctly to

                  some of the numbers, we have far exceeded both

                  regional and national standards and we've put VA

                  Butler Healthcare on the map.

                               We are the first facility in our

                  region to achieve and exceed the in-person

                  authentication goal and that is that upgraded

                  second tier level where veterans can get to those

                  key features that are medical records.

                               So in numbers we serve

                  approximately 18,000 veterans and we have about

                  40 percent of them who actually have accounts --

                               MS. CLOSKEY:  Terrific.

                               MS. HEIGER:  -- that are upgraded.

                  So we've got some work to do.  We find that

                  several veterans actually access and create

                  accounts but don't come in and do that last step.
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                  So we have decided that with the help of our PACT

                  teams -- those are our clinical care teams --

                  they are going to ask every veteran who comes in

                  the door with an appointment would you like to

                  upgrade your account so that we meet them where

                  they are and here they are in person, we catch

                  them when we can, and we are seeing those numbers

                  increase dramatically, too.

                               So to date we are one of five, of

                  the ten facilities within our region, to have

                  actually achieved the milestone to exceed this

                  in-person authentication goal.

                               We are also the first in the region

                  to exceed the secure messaging opt in goal.  And

                  what's that?  Secure messaging is this online

                  tool, it's a web based messaging system and

                  veterans who have My HealtheVet accounts have to

                  actually go back in and opt in and accept the

                  terms and conditions.

                               So we have exceeded that goal, as

                  well.  We're the only VISN 4 or regional facility

                  on the top 20 list nationally.  We're No. 16 to

                  actually talk that part of the process up to
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                  veterans and say, you know, if you want to talk

                  to your doctor or your health care team through

                  secure messaging, this is how you do it.

                               MS. CLOSKEY:  Once the veterans

                  have engaged at that level -- and it sounds like

                  you have a lot of experience with them -- how do

                  they react to it?  What do they think of it?

                               MS. HEIGER:  They absolutely love

                  it and that's why it's the No. 1 feature.  So

                  they love that they can have a question, a

                  prescription, a general inquiry or an appointment

                  addressed within 72 hours.

                               So the team at the basic level --

                  so imagine it like a phone call.  The person on

                  the primary care team or what's called the PACT

                  team now or the health technician who would

                  answer the phone is also the person who would

                  receive the message.  From that point they would

                  disseminate it.  So they would decide I can

                  handle the appointment piece or this general

                  inquiry I can handle, I'll write the veteran

                  back.

                               But if it's a prescription question
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                  or a medication question or a question where the

                  patient actually says I want to talk to the

                  doctor, please send this message on to the

                  doctor, either the nurse or the doctor will get

                  that message and say do you want to talk off

                  line, do you want to talk on the phone, would you

                  like me to answer this in this secure messaging

                  and they answer that message within 72 hours.

                               MS. CLOSKEY:  So the advantage for

                  the -- it sounds like there are several

                  advantages for the veteran, that they get an

                  appropriate level of reaction and that they know

                  that they are heard; right?

                               MS. HEIGER:  That's right,

                  absolutely.  So VA is talking about improving

                  access and coordination of care, but we're not

                  just talking about it.  We have protocols in

                  place on how we can improve the technical aspects

                  of care, the high tech part, but also ensure a

                  more holistic high touch veteran centered system

                  of care.

                               MS. CLOSKEY:  That's part of a

                  larger initiative, isn't it?
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                               MS. HEIGER:  Absolutely.  It's

                  called transformation to the 21st Century and

                  this cultural transformation will empower

                  veterans through information and education.  So

                  it is saying to them we're available to you in

                  person, online, on the phone, in the community

                  where you are.

                               MS. CLOSKEY:  And doing this in a

                  way that makes the best use of the resources of

                  the VA, too, you need to be able to figure out

                  the right level of each of those interactions;

                  right?

                               MS. HEIGER:  That's absolutely

                  right and with this free web based tool we're

                  finding that that is how veterans want to engage.

                  So you may ask, well, boy it's great for the

                  young guys and the young gals coming home, the

                  returning service members, not so.  The folks

                  that use it the most are those silver surfers or

                  those Vietnam era veterans.

                               Nationally speaking it's those

                  within the age range of 59 to 64 who are tapping

                  into this portal as the key resource for them to




                                                                   18

                  access their care.  They know it's available to

                  them 24/7 and they know that if they send a

                  secure message, it's also available to them in

                  real time and will be addressed within a very

                  reasonable time frame.

                               So our teams here at VA are

                  extremely engaged to the point that we have

                  performance measures to meet, and last year's

                  performance measure included activating all

                  primary care teams to the system so that they are

                  engaged with their veteran population who have

                  enrolled and have upgraded accounts.

                               This year the expectation and the

                  performance measure to be met was that all

                  specialty care clinics -- and that includes those

                  specialty things like audiology, ophthalmology,

                  even chaplaincy are met and veterans can access

                  care to those folks, as well.

                               MS. CLOSKEY:  Fantastic.  So it

                  covers the whole gamut of what the VA offers at

                  this point?

                               MS. HEIGER:  It does and we're

                  excited as My HealtheVet coordinators to see
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                  where this leads to next year, what will our

                  performance measures be next year, who is it that

                  you, the veteran, might want to communicate with

                  and our guess -- but we're not certain, we'll see

                  closer to that time frame in the new year what

                  that might be; but our guess is it's going to be

                  the behavioral health folks, that they will

                  engage with the veteran and the veteran will have

                  specific questions for them that they will be

                  able to address, like I said, through this real

                  time secure messaging system.

                               One of the beauty pieces of the

                  system also is that they can set their

                  preferences so that they can receive an alert

                  that they got a response to their message in

                  their own e-mail.  So they don't have to be in

                  the My HealtheVet portal to see that there is a

                  response to their message waiting for them.

                               MS. CLOSKEY:  So you maintain the

                  security and yet you are also reaching out to

                  people in whatever tool it is that they most like

                  to use?

                               MS. HEIGER:  And you know this with




                                                                   20

                  your background in IT that that's very important.

                  It would link them to the My HealtheVet portal

                  where their private ID and password need to be

                  used to access the portal, but it's kind of that

                  advanced gateway, that one click away from

                  getting them the answer rather than having to be

                  in the My HealtheVet web site, checking in and

                  seeing if there has been a response.

                               MS. CLOSKEY:  It seems like a great

                  access tool.

                               MS. HEIGER:  Absolutely.

                               MS. CLOSKEY:  Now, this My

                  HealtheVet website, who manages that?

                               MS. HEIGER:  It's managed by a

                  national team and those folks include an array of

                  folks from information technology, information

                  security, and health informatics or health

                  management of veterans medical record.

                               It's the program management office

                  that guides and tutors us in what's happening and

                  what's to come.  Then at a local level each

                  facility, each VA, has a My HealtheVet

                  coordinator and that came about two years ago




                                                                   21

                  because we saw such growth with the program.

                               We're here to help you through

                  that, either upgrading your account or helping

                  you find your user ID and password if you have

                  lost it or answering any myriad of questions you

                  may have about the program.

                               Lots of times I'll work with a

                  veteran and he or she will access their accounts

                  and I will point to them the different features

                  and where the upgraded features are and how to

                  use secure messaging and help them opt in and set

                  their preferences.

                               A lot of times we actually will

                  send a secure message to their health care team

                  as a test and say this is just a test but I just

                  want to hear back from you.  When you build that

                  confidence in someone who might not have used the

                  system once or twice or at all, we see the a-ha

                  moment, their eyes light up, and for us as

                  coordinators we see the gift that this program

                  provides for veterans who have earned it and who

                  are ready for this next level of care.  So there

                  are high touches there and the high tech is
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                  there.

                               MS. CLOSKEY:  That high touch piece

                  is that like human interface between the veteran

                  and the technology.

                               MS. HEIGER:  That's right, and

                  there is even an 800 number a veteran can call

                  where a help desk can help them to troubleshoot,

                  but it's really nice to have a face at each

                  facility to do that for them, as well.  I work

                  every day of the week, except for the weekends,

                  and I work regular business hours so that I'm

                  available to the veteran once they are either

                  done with their appointment, in between

                  schedules, they might just be local and want to

                  come see me; but my door is open and we're hoping

                  to get to the point where we have actually a

                  computer lab for them because right now we have

                  My HealtheVet computers.  If a veteran does not

                  have access to the internet at home, they can

                  access the internet at maybe a senior center or a

                  library; but we also have My HealtheVet computers

                  dedicated to veterans here at the facility in

                  three different locations.
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                               So that's a real nice piece for

                  veterans, as well, and I'll work with veterans

                  while they are here or they may just want to work

                  on the system on their own.

                               MS. CLOSKEY:  This all seems very

                  much a part of the veterans centered focus that

                  the VA now has.

                               MS. HEIGER:  That's right.  That's

                  right.  It is one of the major initiatives for

                  VA's health care campaign and commitment to

                  transformation to patient centered principles in

                  the 21st Century.

                               It is what is called a PACT or

                  patient aligned care teams.  This is teams of

                  folks to work with each individual veteran

                  working together to plan for whole person care,

                  life-long health and wellness and excellence in

                  every aspect of patient care.

                               The P in pact stands for

                  partnership and that's our goal, to have that

                  partnership with the veteran.  The A is for

                  access to care and that is where My HealtheVet

                  fills that niche.
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                               My HealtheVet and a program called

                  telehealth where there are portals at home that

                  interconnect through a veteran's telephone system

                  to have remote access to their health care

                  providers.

                               Coordination, the C in PACT stands

                  for coordination of care, and this is where we

                  have teams of folks who are communicating and

                  sharing information.  Then the T in PACT stands

                  for team based care which we talk about again and

                  again and again, both employees working as teams

                  together and also working as a team with veterans

                  at the center of the care.

                               MS. CLOSKEY:  Now, you mentioned

                  that people can drop in and talk to you any time.

                  What's a good way for them to reach you?

                               MS. HEIGER:  I'm available, my

                  office is currently on the fifth floor where

                  respiratory therapy and dental are.  I'm in

                  Room 516 West, but they can also call me.  I'm

                  available at 724-285-2595 is my direct dial, or

                  if they are on the phone with someone here at

                  VA and they want to connect to me, my extension
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                  is 2595.  We also have a toll free number,

                  1-800-362-8262 and you would just dial then 2595

                  to access me.

                               MS. CLOSKEY:  Do you have any

                  events coming up where people can sign up for My

                  HealtheVet?

                               MS. HEIGER:  I'm glad you asked

                  about that, Cindy, because we do.  We have our

                  second annual My HealtheVet day and that is a

                  chance for me to actually shake hands and thank

                  those veterans for their service and also to

                  assist them with any questions they have with My

                  HealtheVet; and if they haven't upgraded their

                  account, to do that in person.  That is at our

                  first health fair and flu clinic on September 18

                  right here at our facility and that starts at

                  7:00 in the morning and goes to noon.

                               It's in our auditorium and that is

                  an opportunity to both -- if you need a flu shot,

                  get your flu shot, or if you would like to have a

                  health screening or know more about the different

                  services we provide or to come see me and I can

                  see you and we can chat it up about My
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                  HealtheVet.

                               MS. CLOSKEY:  And get yourself

                  signed up, figure out how to use it, all those

                  pieces.

                               MS. HEIGER:  That's right, and

                  we'll actually have a computer there so that

                  we're working live.  Most of the time it's that a

                  veteran may have a question about their ID or

                  their password or they may want to change their

                  password or we want to opt them in to secure

                  messaging which is huge, huge, so they could

                  start enjoying that benefit.

                               MS. CLOSKEY:  Right.  Exactly.

                               MS. HEIGER:  Yeah.

                               MS. CLOSKEY:  There will be more

                  health fairs throughout the fall, too, as well;

                  right?

                               MS. HEIGER:  That's right, and I'm

                  glad you asked about that, too, and I appreciate

                  you mentioning it, Cindy.  They start on that

                  day, on Tuesday, September 18, and they run

                  through November 15.  That's what we call our flu

                  season.
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                               At these health fairs, they are

                  both at our campus and throughout the communities

                  that we serve and those are opportunities for not

                  just health fairs but also for flu shots.

                               MS. CLOSKEY:  Perfect, which is

                  very timely right now.

                               MS. HEIGER:  It is.

                               MS. CLOSKEY:  Is there anything as

                  we look back on what we've been talking about

                  here and the role of My HealtheVet in the overall

                  vision of veteran centered care, what would you

                  like people to remember most if they took away

                  just one thing from our conversation today?

                               MS. HEIGER:  I appreciate that

                  question, too, Cindy.  With My HealtheVet being a

                  critical component of the new way VA is caring

                  for our veterans, the mantra is nothing about me

                  without me; and that is where we are working,

                  striving, really planning and initiating,

                  carrying and facilitating to meet veterans where

                  they are and My HealtheVet is just one of those

                  ways that they are doing it.

                               There are so many ways that My
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                  HealtheVet can benefit the veteran.  The most

                  important way that we want to benefit them is

                  however they want to be benefited.  So it may

                  just be that they want to renew their

                  prescriptions or refill prescriptions or learn

                  about a procedure or access their labs or contact

                  their health care team with questions.  Whatever

                  it is that the veteran needs, we want them to be

                  able to access that by the My HealtheVet program

                  and that internet web based portal.

                               MS. CLOSKEY:  And you're seeing

                  that veterans are feeling that, that they are

                  finding this is what they need?

                               MS. HEIGER:  We are.  When you look

                  at the average age of the veteran who uses it in

                  Butler and the surrounding communities, you may

                  think, well, okay, you already talked about that,

                  it's the silver surfers who are on the cusp of

                  becoming senior citizens but it's not.  It's

                  actually those folks in their seventies.  So my

                  honored client base is folks in their seventies

                  who have internet access and want to reach us in

                  new ways and we're so glad that they are
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                  connecting with us in this new way.

                               MS. CLOSKEY:  That's a terrific,

                  terrific service.  Thank you so much, Lauren, for

                  explaining to us today.

                               MS. HEIGER:  It's great to talk

                  with you, Cindy, and thanks for your interest.

                               MS. CLOSKEY:  Thanks.  Thanks,

                  folks, for tuning in and listening to us today.

                  We are here for the Brown Bag Lunch Chat the

                  first Thursday of every month.

                               Next month on October 4 we'll be

                  talking about VA pharmacy services, including

                  medications, prescription refills and other

                  services available from VA.

                               We're always available online, as

                  well, with My HealtheVet as Lauren has been

                  talking about and at the main Butler VA web site,

                  which is www.butler.va.gov; and, of course, we're

                  also on Facebook and on Twitter, if you're more

                  of a social media person.

                               That's Facebook.com/vabutlerpa and

                  Twitter.com/vabutlerpa.  You can drop by our web

                  site and find links to all of those great things.
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                               We look forward to talking to you

                  again next month.

                               (End of audio recording.)
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