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                               MS. CLOSKEY:  Hello and Happy New

                  Year.  Welcome to the VA Butler Healthcare Brown

                  Bag Lunch Chat.  I'm Cynthia Closkey.  Our topic

                  today is the VA's New Core Values For Employees

                  called I CARE, which stands for integrity,

                  commitment, advocacy, respect, excellence, I

                  CARE.

                               These are the VA's core values to

                  describe our culture and character and serve as

                  the cornerstone for the way we serve.  They are

                  the foundation on which everything that we do is

                  built and they serve as a common bond between us

                  and our obligation to veterans and their

                  families.

                               Here to talk with us today about I

                  CARE is Amanda Wilczynski.

                               MS. WILCZYNSKI:  Hi, Cindy.  Thanks

                  for having me today.

                               MS. CLOSKEY:  Great, nice to have

                  you.  Amanda is the public affairs officer at VA

                  Butler Healthcare.  She joined VA Butler staff in

                  2010 as an intern while completing her Master's

                  Degree in professional writing at Carnegie Mellon
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                  University.

                               Amanda had served as an editor at

                  that time, but then in January of 2011 she joined

                  full-time and soon after became public affairs

                  officer.

                               She writes and edits all the

                  publications for the Office of the Director,

                  assists with social media and web content, which

                  she and I have worked together quite a bit, and

                  she handles all of the media inquiries and

                  coverage.  And, of course, she coordinates

                  Veteran Connection, which is the monthly cable

                  show the VA puts out on Armstrong Cable.  It's

                  good to have you here, Amanda.

                               MS. WILCZYNSKI:  Thanks.  Thanks

                  for having me.  I'm glad to be here.

                               MS. CLOSKEY:  Folks, we're so glad

                  to have you here, as well, listening to us.  If

                  you're listening live and want to ask a question,

                  we have options for you.  If you've dialed in by

                  phone, we'll open up the call for questions about

                  a few minutes into the call.  We'll see if anyone

                  has anything for us.
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                               If you're listening online through

                  the Talkshoe website, you can type a question

                  into the chat window, we'll see it and we'll

                  respond.  Also, if you are having any trouble

                  hearing us and you happen to be online, do send

                  in a note that way.  That will help us know that

                  we have a technical difficulty.  We appreciate

                  that very much.

                               All right, so let's talk about I

                  CARE.  Can you tell us a little bit, Amanda,

                  about what are these -- it's core values.  What

                  is it providing, what are special about them?

                               MS. WILCZYNSKI:  In a general sense

                  core values describe an organization's cultural

                  organization.  Most successful organizations do

                  have these defined core values.

                               What makes VA's core values and

                  characteristics special is it redefines our

                  special commitment to veterans and their families

                  and the quality of care they have earned through

                  their service.

                               MS. CLOSKEY:  I can remember from

                  classes at business school that we talked about
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                  the importance of pulling these things out and

                  kind of making it explicit, that it helps

                  everybody kind of walk together and keep these

                  things kind of in the forefront in our mind; is

                  that right?

                               MS. WILCZYNSKI:  Yeah, exactly.  It

                  helps us, you know, remember our mission in our

                  day-to-day activities.

                               MS. CLOSKEY:  Perfect, perfect.

                  And I Care, the defined characteristics that

                  we've got here are, you know, ones that we would

                  expect to see but it's so important to highlight

                  them.

                               MS. WILCZYNSKI:  Exactly.  It's not

                  that we didn't have these values before, it's

                  just now that they are clearly defined.  I have

                  seen these values since I have first started here

                  and I continue to see them every day even though

                  they were only recently defined and published.

                               MS. CLOSKEY:  And highlighted,

                  right?

                               MS. WILCZYNSKI:  Right.

                               MS. CLOSKEY:  So go ahead, can you
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                  just kind of give us a little bit of a rundown on

                  how they are kind of characterized or --

                               MS. WILCZYNSKI:  Yeah.  You already

                  mentioned them but just to go over them again,

                  our core values are integrity, commitment,

                  advocacy, respect and excellence, which spell I

                  CARE.  And then we also have what we define as

                  our core characteristics which are trustworthy,

                  accessible, quality, innovative, agile and

                  integrated.  So together these make up our core

                  values and characteristics and they are really

                  who we are and what we stand for as VA employees.

                               MS. CLOSKEY:  So core

                  characteristics, again, are things you would

                  expect to see.  I'm impressed and interested to

                  see sort of agile and integrated there because I

                  think that some of those things are things that

                  people maybe, you know, in years past might not

                  have viewed as characteristics of the VA.

                               MS. WILCZYNSKI:  Yeah, one of the

                  things of the characteristics are they are

                  important now, but they are also forward looking

                  into the future, things that we hope to continue
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                  and need to do with all of the changes.

                               MS. CLOSKEY:  You almost have to

                  with today's healthcare environment, right?

                               MS. WILCZYNSKI:  Exactly, and that

                  also plays into the characteristic of innovative.

                  We want our employees to be creative, engaged and

                  come up with new and creative ways to provide

                  better quality to our veterans.

                               MS. CLOSKEY:  So we have the form

                  list of these characteristics and these core

                  values.  What are the differences between them?

                  Can you explain that a little bit more?

                               MS. WILCZYNSKI:  Yeah, I mentioned

                  this just briefly, but our core values are really

                  who we are.  Like I said, they spell I CARE and

                  they are kind of actions, because I CARE I will.

                               For example, respect, because I

                  care I will respect my employees, I will respect

                  veterans, you know, things like that.

                               The characteristics are really what

                  we stand for.  As I mentioned, one of the great

                  things about those, those are for now but they

                  are also forward looking and how we see VA
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                  portrayed in the future.

                               MS. CLOSKEY:  Okay.  So should we

                  go through them a little bit?  You have like

                  trustworthy, which I think is very fundamental.

                               MS. WILCZYNSKI:  Yeah, it is.  I

                  think trustworthy is the foundational

                  characteristic in which all of the other ones are

                  built upon.  The veterans have to trust us.  They

                  are coming to us for care.  We need to

                  communicate with them.  So I think trust is

                  perhaps the most important one and definitely the

                  one where the other ones fall around.

                               MS. CLOSKEY:  Okay.  And accessible

                  which is a thing that we have in these Podcasts

                  and Veteran Connection certainly have been

                  talking about, trying to be more accessible.

                               MS. WILCZYNSKI:  Yeah, I think one

                  of the big things especially that plays into my

                  job is communication.  When I work on the

                  community relations team, we're trying to get

                  that information out there and be as accessible

                  as possible.

                               So we are not just doing
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                  traditional print anymore.  We are online.  We

                  are on television.  We're on the radio.  You can

                  talk to us on social media.  We're trying to get

                  all kinds of means of communication out there so

                  our veterans can engage with us in new ways that

                  before were not a possibility.

                               MS. CLOSKEY:  And in a way that

                  they want to then.

                               MS. WILCZYNSKI:  Exactly.

                               MS. CLOSKEY:  But, of course, you

                  have to find out -- and people are catching up to

                  that -- how people are reaching out and that sort

                  of thing.

                               MS. WILCZYNSKI:  Exactly.

                               MS. CLOSKEY:  So however they want

                  to be communicated with and make sure it's

                  available as an option.

                               MS. WILCZYNSKI:  Yeah.

                               MS. CLOSKEY:  So that's an awesome

                  one.  I think that also applies though and I

                  think that the programs we have talked about in

                  past Podcasts recently, when I think about sort

                  of the rural initiatives and tele health and
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                  other things like that, the idea is really making

                  it that whatever a veteran's situation is, that

                  healthcare and answers to their questions are

                  ready for them.

                               MS. WILCZYNSKI:  Right, and I work

                  on the details because I know you did a Podcast

                  previously on tele health and rural health, but

                  obviously those are two other big ways that we

                  are trying to be more accessible to veterans so

                  that if they live 45 minutes from the VA, they

                  don't have to drive there to have an appointment.

                               They can get a phone call from

                  their nurse.  They can go to a VA outpatient

                  clinic that is closer to their home.  They can

                  connect with a local transportation system.  They

                  don't have to use their own gas money, things

                  like that.

                               MS. CLOSKEY:  Okay.  So accessible,

                  we can really see that and are doing that on a

                  day-to-day basis.  Then after accessibility we

                  have quality.

                               MS. WILCZYNSKI:  Yeah, I think that

                  one is fairly obvious.  Quality, obviously we
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                  want to provide our veterans with the highest

                  quality of care and that's something I believe we

                  do now but something that we also need to

                  continue to focus on and keep that into the

                  future.

                               What we can talk about, some of the

                  new ways that we are making ourself accessible is

                  some of the new technologies that are available

                  to them.  I think that's a little bit where we

                  are keeping up with that.

                               MS. CLOSKEY:  Sure.  I think, too,

                  of all of the facility improvements that are

                  happening right now, the expansion on the campus,

                  as well as just the quality of all of the staff

                  and the training and all those things, fantastic.

                               Then we have three words together,

                  innovative, agile and integrated, which I have to

                  tell you again as a business school graduate,

                  those are big buck words from our end.

                               But I think what that is sort of

                  saying is that is sort of forward thinking, as

                  you mentioned, and trying to do all of these to

                  put together all of the many, many things that
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                  the VA does, puts them together in a smart way

                  and being able to adjust; is that right?

                               MS. WILCZYNSKI:  Exactly.  Like I

                  said, it's forward looking.  We are looking into

                  our future.  We want to make sure we are engaged

                  and innovative and agile and integrated so that

                  we can continue with the high quality of care and

                  accessibility and make it even better for our

                  veterans.

                               MS. CLOSKEY:  Fantastic.  So this

                  effort, these words, they didn't just sort of

                  fall from outer space or fall from the clouds or

                  something.  Where are they from?

                               MS. WILCZYNSKI:  Well, the whole

                  process actually started, I guess, three years

                  now.  We are already into 2012, huh?  They

                  started in 2009 and it really started with

                  looking at some basic questions, you know, how

                  are we performing our mission, what is working,

                  what is not working, so really examining those

                  questions.

                               A lot of VA organizations were

                  involved in this process, not just the Medical
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                  Centers.  Like I said, different VA organizations

                  across the country.  They did their research,

                  they did surveys, different discussions and came

                  up with what they recommended for this and then

                  presented these to our Secretary and he approved

                  them.  So that's kind of --

                               MS. CLOSKEY:  So it was a wide

                  effort and it was something that different

                  places, different locations were involved?

                               MS. WILCZYNSKI:  Yeah.  They really

                  wanted to get everyone involved as much as they

                  could.  They wanted it to be an overall consensus

                  for what they think that we are and what they

                  want us to be in the future.

                               MS. CLOSKEY:  Sure.  It's not

                  necessarily just the prescription from above but

                  really it includes input from people who are

                  really from the front lines of the effort.

                               MS. WILCZYNSKI:  Exactly.

                               MS. CLOSKEY:  So I understand how

                  it was put together, and what was the reasoning

                  behind it?

                               MS. WILCZYNSKI:  Well, the primary
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                  reason this was undertaken was because we wanted

                  to unify the entire VA system.  I'm not sure if

                  everyone knows but the VA consists of a central

                  office in D. C., the National Cemetery

                  Administration, the Veterans Benefits

                  Administration and the Veterans Health

                  Administration.

                               MS. CLOSKEY:  There is a lot of

                  groups.

                               MS. WILCZYNSKI:  Exactly, there are

                  a lot of groups, and obviously being Butler

                  Healthcare would fall under the Veterans Health

                  Administration.

                               While these different organizations

                  or components of VA have had values before that

                  have been defined, we've never had one unified

                  set across the organization.  That was something

                  they definitely hoped to achieve with this new

                  set of core values and characteristics.

                               MS. CLOSKEY:  So although we have

                  focused really obviously in these Podcasts on

                  health related issues, it's really these values

                  and these characteristics will apply across.
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                               MS. WILCZYNSKI:  Exactly.  I think

                  one of the things that they were really trying to

                  show is that every single VA worker, regardless

                  of whether you're in healthcare or in veterans

                  benefits, makes an impact.  So we all will

                  benefit from having this unified set of core

                  values and characteristics.

                               MS. CLOSKEY:  Possibly, too, from a

                  veteran's perspective, as you say, people aren't

                  perhaps always aware of the different

                  organizations, huge network organizations, need

                  to work in concert but maybe because of just size

                  it's hard to do; but from the veterans'

                  perspective it's all just the VA.

                               MS. WILCZYNSKI:  Exactly.  And I

                  think it's not always just how the veterans

                  perceive us but also the community at large.

                  These core characteristics and values are how we

                  want the community to see us, as well.

                               MS. CLOSKEY:  Sure.  I can think of

                  all the times that people remark about how they

                  have seen Veteran Connection on television and

                  hopefully they are listening to these Podcasts
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                  also and learning about all of the different

                  things that we are doing, but all of that is part

                  of the overall perception that society has about

                  VA.

                               MS. WILCZYNSKI:  Exactly, exactly.

                               MS. CLOSKEY:  It all kind of fits

                  in with our marketing method, I suppose; and,

                  again, I mentioned and I know you think this,

                  too, every interaction you have with people is

                  part of your brand.  It's the VA brand really.

                               MS. WILCZYNSKI:  Exactly.  Everyone

                  either knows a veteran or is a veteran and so

                  that's one of the reasons why we want to get

                  these core values and characteristics out there

                  to let everyone know this is what we stand for

                  and this is what we are doing.

                               MS. CLOSKEY:  It's really a point

                  of pride, as well, I think, for all involved.

                               MS. WILCZYNSKI:  Yeah, for sure.

                               MS. CLOSKEY:  I see we have a

                  number of guests online.  I was going to open up

                  the phone lines and see if anyone has any

                  questions.  Maybe we're all just trying to learn
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                  a little bit about what this program is.  If you

                  are there and would like to speak to me, go

                  ahead.

                               (No response.)

                               MS. CLOSKEY:  No questions today?

                  That's cool.  I appreciate everyone logging in

                  and checking it out.  One other question about

                  this is, okay, so we've got I CARE and we've been

                  developing this.  Why are we announcing it now?

                  Why are we trying to get the word out?

                               MS. WILCZYNSKI:  I guess the

                  simplest answer is why not now.  We have taken

                  three years to have these developed.  It's time

                  we get them out there and show people who we are

                  and what we stand for.

                               MS. CLOSKEY:  How are you -- in

                  addition to talking today on this Podcast, what

                  other kind of efforts are underway to make people

                  aware of I CARE?

                               MS. WILCZYNSKI:  Across the nation

                  various employee trainings have gone on to kind

                  of let employees know what these are and how we

                  hope that they can influence their day-to-day

                                                                   18

                  work.

                               Both myself and other members of

                  our community relations team put on several

                  trainings just at VA Butler to kind of go over

                  them and start a discussion of what they thought

                  was important and how these were going to impact

                  their work.

                               There are also a lot of things up

                  on the website, both our local website and

                  national website.  So there are a lot of

                  different resources there so you can kind of just

                  go over them, what they are and why we have them,

                  that kind of thing.

                               MS. CLOSKEY:  What has the reaction

                  been so far in your workshop?

                               MS. WILCZYNSKI:  Good, very good.

                  We actually had I CARE signs printed out and a

                  lot of employees have posted them on their doors

                  or on their bulletin boards.  I think they really

                  take pride in working for VA and it's mission.

                               MS. CLOSKEY:  How long do you

                  expect the workshops will continue then?

                               MS. WILCZYNSKI:  Personally ours
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                  has been completed; but if anyone has any

                  questions, they are more than welcome to talk to

                  anyone on the community relations team and we

                  would be happy to have them.

                               But I think this is an ongoing

                  thing, you know, as we get new employees or

                  employees change, this is something that we want

                  to keep reminding them that we do care and this

                  is what we stand for.

                               MS. CLOSKEY:  And I'm sure it will

                  continue to evolve, as well.  As you think about

                  what do agile and integrated mean over time, as

                  new things come up, new technology may come

                  available, new healthcare services, new other

                  tools and systems, right?

                               MS. WILCZYNSKI:  Exactly.  I think

                  the core values and characteristics are great

                  because they are ones that we can develop into

                  the future.

                               MS. CLOSKEY:  Fantastic.  So if you

                  were to ask people to remember any particular

                  thing about this -- I know you have been giving a

                  lot of workshops and you probably have your spiel
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                  a little bit down, but tell us what are the key

                  things that you want people to carry away?

                               MS. WILCZYNSKI:  I think the key

                  thing that I want everyone to carry away, not

                  just employees but veterans and the community is

                  that we support I CARE.  That's what we stand for

                  at the VA.  Our mission is to serve veterans.

                  They earned this care and we want them to have

                  the best care possible and we do really care.

                               A lot of our employees are veterans

                  themselves, so I think that's the most important

                  thing to take away from this.

                               MS. CLOSKEY:  Okay, fantastic.

                  Where should people look then for more

                  information?  You mentioned the website.

                               MS. WILCZYNSKI:  Yeah, we have that

                  posted on our website; but if you go to the main

                  VA website which is just www.va.gov/icare, there

                  is information there, as well.  I know the

                  Medical Center --

                               MS. CLOSKEY:  That's I CARE, the

                  letter I --

                               MS. WILCZYNSKI:  Yeah, the
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                  letter I.

                               MS. CLOSKEY:  I-C-A-R-E.

                               MS. WILCZYNSKI:  Correct, thank

                  you.  I know other Medical Centers across the

                  nation have also posted stuff on their website.

                  You can also check out and see what they have

                  just by doing a simple search on VA's web page.

                               MS. CLOSKEY:  Okay, and then who

                  can they call?  Can they call you, as well?

                               MS. WILCZYNSKI:  Yeah, definitely.

                  If anyone has any questions, they can give me a

                  call at 724-282-5583.

                               MS. CLOSKEY:  Fantastic.  That's

                  very cool.  So I CARE, we're really glad to

                  spread the word about this.  I think people are

                  probably absorbing it in their systems and the

                  idea is for it to become part of the life blood

                  of the VA and the VA Butler going forward.

                               MS. WILCZYNSKI:  Yeah.

                               MS. CLOSKEY:  Well, thanks folks

                  for tuning in.  Thank you very much, Amanda, for

                  your insight and your information.

                               MS. WILCZYNSKI:  Thanks for having
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                  me.

                               MS. CLOSKEY:  It's always fun

                  chatting with you.  Of course, I'll be seeing you

                  very soon because we're continuing on with our

                  efforts with Veteran Connection.

                               Let me share with you folks online

                  some ways to find out more about what we're doing

                  at VA.  We have the VA Butler website,

                  www.butler.va.gov.  We have, of course, our

                  Facebook page which is always growing and tons of

                  information is posted every day,

                  Facebook.com/vabutlerpa.  And the Twitter, if

                  you're a twitter type person, check us out on

                  Twitter.com/vabutlerpa.

                               The Butler VA Healthcare is also

                  available of course by phone, 800-362-8262, and

                  you can catch us now here in the Butler area on

                  Channel 10 on the TV show Veteran Connection and

                  so you will want to check your local cable

                  listings to find out.

                               We have our next Talkshoe chat on

                  February 2 at a special time.  Ordinarily we are

                  here live at noon.  This is going to be a
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                  recorded chat and it will be published sometime

                  that afternoon.  Probably 2:00 p.m. will be a

                  good time to check.  We are going to be talking

                  about PACT, The Patient Aligned Care Team.  We

                  will be speaking with Dr. Timothy Burke.

                               We're trying to understand a little

                  bit more about this whole person care and

                  life-long health and wellness initiative.  I

                  expect this will be of interest to veterans

                  and to employees alike, so check us out on

                  February 2.  You can find us, of course, on

                  iTunes and Talkshoe and a myriad of other places

                  on the web.

                               Thanks very much.  I hope everyone

                  is having a good start to the new year and we

                  will talk with you again in about a month.

                             (End of audio recording.)
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