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                               P R O C E E D I N G S

                               MS. CLOSKEY:  Hello.  Welcome to

                  the VA Butler Healthcare Brown Bag Lunch Chat.

                  I'm Cynthia Closkey.  Our topic today is the VA

                  Outpatient Clinics.

                               The Community Based Outpatient

                  Clinics or CBOCs that are affiliated with VA

                  Butler Healthcare deliver care consistent with

                  that received at the host Medical Center.

                               Many veterans are better served

                  close to their homes for various reasons and

                  today we'll talk about VA Butler Healthcare's

                  outpatient clinics and the services they provide.

                               Here to talk with us about the

                  CBOCs is Jim Torok.  Hi, Jim.

                               MR. TOROK:  Hi.

                               MS. CLOSKEY:  How are you doing

                  today?

                               MR. TOROK:  I'm very good, thanks.

                               MS. CLOSKEY:  Jim is a health

                  systems specialist and CBOC coordinator with the

                  VA Butler Healthcare.  He coordinates services at

                  five community based outpatient clinics
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                  affiliated with VA Butler Healthcare,

                  representing VA Butler Healthcare regarding

                  complete clinic oversight.  He acts as liaison

                  with county governments and agencies within the

                  five host counties representing the interest of

                  veterans and their families.  He is also a

                  subject matter expert in CVT, which is clinical

                  video technology, and works on local VISN and

                  national work groups supporting CVT; and he's a

                  licensed social worker.

                               Okay, so let's talk here.  These

                  outpatient clinics, where are they?

                               MR. TOROK:  We have five clinics,

                  as you mentioned, that are recognized as hosted

                  by the Butler VA in five different counties.  The

                  closest one to us here in Butler is in Butler

                  County actually down in Cranberry.  We go north

                  into Mercer County, specifically in Hermitage.

                  We have one located in Lawrence County in New

                  Castle.  We go out east into Clarion County in

                  Foxburg, Pennsylvania, and in Armstrong County in

                  Ford City.

                               MS. CLOSKEY:  Are they all contract
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                  or are they staff?  How does that work?

                               MR. TOROK:  We have two different

                  versions.  Three of our sites, the Cranberry

                  site, the Armstrong site and the Clarion site are

                  contracted CBOCs.  Basically entities close to

                  those areas contract with the VA to deliver our

                  quality of care, their staff, their property.  We

                  do support with some of our staff for ancillary

                  services, such as social work or behavioral

                  health; but the doctors and nurses and the

                  receptionists are all going to be contracted

                  staff.

                               MS. CLOSKEY:  What days are they

                  open?

                               MR. TOROK:  They are open Monday

                  through Friday, 8:00 to 4:30.

                               MS. CLOSKEY:  Okay.

                               MR. TOROK:  They are strictly to

                  our schedule here.

                               MS. CLOSKEY:  It's the same as

                  here.

                               MR. TOROK:  Right.

                               MS. CLOSKEY:  So are there
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                  differences between what the contracted staff is?

                  We started to talk about that.

                               MR. TOROK:  Visibly there should be

                  no difference to the veteran.  Like I mentioned,

                  they strictly adhere to our clinical standards

                  and our treatment of patient standards.  If

                  you're a very discernible person who walked in to

                  try and locate or notice any kind of differences

                  at all, it would be very, very slight and very,

                  very subtle.

                               For the most part, no, there really

                  is no discernible difference to someone who is

                  receiving care at the clinic.

                               MS. CLOSKEY:  Is it just easier to

                  staff things that way?

                               MR. TOROK:  It is easier.  There is

                  a lot of different factors as to why it's

                  appealing.  It's tough to recruit staff sometimes

                  in places like Foxburg.  So if there is an

                  established hospital out there that we can go out

                  and affiliate with, they have people that live in

                  the area and it just tends to be a quicker way to

                  get up and running.  Again, they strictly adhere
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                  to our standards so it's not like there is much

                  compromise from our end.

                               MS. CLOSKEY:  Sure, absolutely.

                  It's just more efficient.

                               MR. TOROK:  Exactly.

                               MS. CLOSKEY:  Now, are there

                  services that are offered differently in one

                  outpatient clinic or another?

                               MR. TOROK:  There are.  Basically

                  there is -- for most of our clinics we offer

                  primary care.  You can see your nurse.  You can

                  see your doctor.  We have general lab procedures.

                  We have the CVT, as you mentioned, representative

                  at all five.

                               But for our two staff sites, they

                  do offer things that are not available at the

                  three contracted sites, one of which is podiatry.

                  We have a podiatry clinic three days a month in

                  the Mercer and Lawrence CBOCs.

                               We have an on-site physical therapy

                  lab at Mercer, which is specific just to Mercer.

                  I believe -- let's see what else is different.

                  We have x-ray, too.  We have an on-site x-ray lab
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                  in Mercer which, again, is specific just to

                  Mercer.  So that really is three noticeable

                  differences.

                               MS. CLOSKEY:  This video

                  technology, this CVT, what is that?

                               MR. TOROK:  CVT stands for clinical

                  video transmission which basically suggests that

                  if you were a veteran receiving care at a remote

                  site, which the CBOCs are, we can't always have

                  all of the providers we would like on site.

                               So one of our -- a perfect example

                  would be behavioral health.  If you were a

                  veteran receiving care at any of our CBOCs, you

                  could walk in and visit with your psychologist,

                  psychiatrist, therapeutic staff in a live

                  transmission.  The provider would be in Butler,

                  the veteran would be at the CBOC, a real time

                  secure, private setting, just talking over a TV

                  and a microphone.

                               MS. CLOSKEY:  And yet it's a little

                  higher technology than just sort of a Skype or

                  something.

                               MR. TOROK:  Very much higher
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                  because of the security we provide.  It's all --

                  we consider that information exchange as sacred

                  as anything exchanged in a real time setting.

                  So, yeah, there is a lot of safeguards on our end

                  to make sure that it's private, it's secure and

                  it's very veteran friendly.

                               MS. CLOSKEY:  And it's important

                  for the continuity of your care then to be able

                  to see your providers.

                               MR. TOROK:  Absolutely, because the

                  other issue is if we couldn't provide that, a lot

                  of our people would have needless travel, travel

                  to a site -- and travel is a very big burden for

                  a lot of our veterans.

                               MS. CLOSKEY:  It's sort of a

                  special aspect of our particular, I guess,

                  location that we have so many people spread out

                  across a wide area.

                               MR. TOROK:  Exactly, and there is a

                  huge therapeutic value because a lot of our

                  veterans really appreciate the fact that there is

                  a buffer maybe.  They can sit in the room.  For a

                  lot of our veterans, depending on what their

                                                                   9

                  issues are, it's maybe less threatening than

                  sitting across a table from somebody.  They can

                  sit in the confines like they are looking at the

                  TV in their living room.  They can put their feet

                  up.  They can kick their shoes off, if they would

                  like.  They can control the remote.  They can

                  control the volume.  So a lot of our guys really

                  prefer it.

                               MS. CLOSKEY:  That's neat, too.

                               MR. TOROK:  Yeah.

                               MS. CLOSKEY:  There are a lot of

                  advantages to it.  It's just more efficient.  It

                  feels very modern, too.

                               MR. TOROK:  It is very modern.

                  We're very proud of it.  We are a very much a

                  leader in the industry.

                               MS. CLOSKEY:  Is that right?

                               MR. TOROK:  Yeah.

                               MS. CLOSKEY:  Speaking of the

                  people coming, even though these outpatient

                  clinics are stationed appropriately and spread

                  out across the area, the people still may have

                  issues of getting to them from where they are.
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                               MR. TOROK:  Exactly.

                               MS. CLOSKEY:  How do we deal with

                  that?

                               MR. TOROK:  We work very closely

                  with a lot of our county agencies and a group we

                  refer to as DAV, Disabled American Veterans, and

                  we position them strategically within counties

                  and we try to support them in their acquisition

                  of vehicles, with their acquisition of volunteer

                  staff to drive; and what they will do is we can

                  dispatch them to bring people to the clinics and

                  also take people that occasionally need to go to

                  Pittsburgh or to Butler for services we don't

                  provide at the clinics, so that helps quite a

                  bit.

                               MS. CLOSKEY:  What kind of services

                  might those be then?

                               MR. TOROK:  Like a specialty

                  service, for instance, if someone needed a

                  procedure that couldn't be done at one of the

                  CBOCs, maybe a cardiac procedure, maybe something

                  to do with proper fitting for hearing aids.

                  There are some specialty services we just can't
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                  offer due to our limited size.

                               But for those people that

                  occasionally have to go to Butler a couple times

                  a year for such services, we can offer them that

                  ride if they so choose.

                               MS. CLOSKEY:  If a veteran is not

                  sure if they should be involved with transferring

                  to an outpatient clinic, what happens?  How do

                  they --

                               MR. TOROK:  We strongly encourage

                  that maybe the CBOCs are not the answer for

                  everybody.  If your relationship with the VA is

                  such that you see your doctor, you see your

                  nurse, you see your providers maybe once or twice

                  a year, the treatment is very run of the mill, we

                  can easily and very appropriately handle that.

                               If your relationship is such that

                  you see a lot of specialty providers, if you need

                  to see them on a frequent basis, if it's

                  constantly going to be something that we can't

                  offer you at the CBOC, you may want to think

                  about it and make a very personal individual

                  decision.
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                               We would suggest that you talk to

                  your provider, talk to your healthcare team, your

                  nurse, your social worker, and discuss what your

                  specific issues are and what your needs are.  If

                  the CBOC makes sense, then absolutely we should

                  pursue that.

                               If it's not a good fit, we can

                  still help with transportation and such; but we

                  just want to make a very informed decision that's

                  individual and special to their needs.

                               MS. CLOSKEY:  How do the veterans

                  typically like working with the CBOCs?

                               MR. TOROK:  They like it.  It's

                  always a case where they talk about saving gas,

                  which is very popular these days, or that I can

                  go get groceries, I can do this while I'm out.

                  They certainly appreciate the convenience.

                               Sometimes -- the Butler VA has a

                  very strong reputation with a lot of our

                  veterans.  They know all the staff.  They go in

                  and they make a day of it.  They see their

                  providers.  They see their nurse.  They have

                  their labs done.  They have breakfast.  So
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                  socially a lot of our guys miss that, but they

                  certainly like the convenience; and we try to

                  replicate the hospitality that Butler does.  They

                  set a very good example with customer service and

                  our staff try to extend that, as well, at the

                  CBOCs.

                               MS. CLOSKEY:  How do the staff like

                  working there?

                               MR. TOROK:  They like it.  They

                  like it very much.  I think the one common thread

                  is we all appreciate the population we serve.  We

                  have our challenges.  We're remote.  We're away

                  from the mother ship.  So occasionally we have to

                  get some support; but, yeah, I think our staff

                  really are -- they understand the fact that when

                  you work at a CBOC your individual skills and

                  your autonomy is a little bit more than that of

                  the person that works at the mother ship.

                               So we sort of recruit for that and

                  we look for those skills, but our staff have

                  caught on very quickly and they certainly embrace

                  the challenge that we have up there.

                               MS. CLOSKEY:  It seems like the
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                  overall team approach that the VA has would make

                  it possible to have that extended, people are

                  communicating all the time, everything is

                  available online if you need to, there is easy

                  communication.

                               MR. TOROK:  Very much so.  The

                  staff, the support from Butler is huge.  We're in

                  contact every day.  What goes on at the CBOC,

                  it's not like we're thought of as separate

                  entities.  We are part of the family and we know

                  that.  We're just remote.  So we feel the blanket

                  of coverage constantly.  Our staff feel it.  So

                  it's a very positive relationship.

                               MS. CLOSKEY:  It's a fantastic

                  service.

                               MR. TOROK:  It is and it's very

                  much needed.  I think that probably -- we're

                  probably going to look at the possibility that

                  our numbers could grow at any given time.

                               There is a lot of people that still

                  don't use our clinics for various reasons, but we

                  hope to certainly get their attention, let them

                  know we're there and hopefully bring them in if
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                  they need us.

                               MS. CLOSKEY:  Fantastic.  If there

                  was one thing that our listeners maybe you would

                  like them to remember from this, what would you

                  want them to think about?

                               MR. TOROK:  Just think about the

                  fact that we're there for them.  When we talk

                  about services and when we talk about locations

                  of clinics, when we talk about things that we put

                  into the space that we have, it's all geared

                  around what's in the best interest of the

                  veterans, that their voice really helps guide

                  those decisions.

                               So when we talked earlier about the

                  podiatry clinic, that podiatry clinic that exists

                  in Lawrence and Mercer County came to be because

                  a lot of veterans were saying, look, we have to

                  go to the podiatrist in Butler all the time, it

                  would be a lot more convenient if we could do it

                  closer to home.

                               So their input, their ideas and

                  their needs really drive a lot of what we do.  So

                  I think we want them to understand to please come
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                  in and talk to us, communicate what your needs

                  are, because there may be a lot of people that

                  have the same need; and it's those type of ideas

                  and input that really drive the services that we

                  provide.

                               MS. CLOSKEY:  Fantastic.  Thanks so

                  much, Jim.

                               MR. TOROK:  You're welcome.  Thank

                  you.

                               MS. CLOSKEY:  The VA is committed

                  to bringing dramatic improvements to veterans and

                  their loved ones through our system of health

                  care delivery.

                               We know veterans are looking for a

                  better health care experience, better

                  coordination of health care services and more

                  economical use of time.  They are looking for

                  improved patient safety and more satisfaction

                  with the health care services they receive.

                               We also know from experience that

                  veterans want health care that's on time and

                  easily available.

                               At VA Healthcare we work hard to
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                  make the most of each veterans' health care

                  experience.  Improving access to care is one of

                  the ways that VA delivers health care that is

                  flexible, all inclusive, holistic and close to

                  home.

                               Our Primary Care VA Outpatient

                  Clinics are located throughout the region.  Many

                  veterans may find that they are closer to home

                  and easier to access.  They are available in

                  Armstrong County, Clarion County, Cranberry

                  Township in Butler County, Lawrence County and

                  Mercer County.

                               Through them we are making VA

                  health care easy, affordable and convenient for

                  our veterans.  At VA Butler Healthcare we are

                  making lives better for America's veterans every

                  day in every way.  We are here for you.

                               So if you are interested in more

                  information about the outpatient clinics or

                  really about anything, you can call VA care at

                  1-800-362-8262.

                               You can also visit our website for

                  archived Podcasts, past sessions where we have
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                  talked about all sorts of things, including some

                  of the other video technology and other services

                  that we offer and you can find other news and

                  information.  So the website is

                  www.butler.va.gov.

                               Of course, we're very social, as

                  well.  So you can see us on our Facebook page,

                  www.facebook.com/vabutlerpa.

                               If you're the Twittering sort, you

                  can find us on Twitter, Twitter.com/vabutlerpa

                  and find out more about VA Butler Healthcare and

                  how it is proudly serving America's heroes.

                               We'll be back again next month.

                  Thanks very much for tuning in.  Next month we're

                  going to be talking about returning service

                  members.  That will be on August 2 right here on

                  Talkshoe.

                               Thanks very much for tuning in.

                  Thank you very much, Jim, for sharing your

                  information with us.

                               MR. TOROK:  Thank you, Cindy.  Have

                  a great day.

                             (End of audio recording.)
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