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In 2013 the Southern Arizona VA Health Care System (SAVAHCS) celebrated its 85th 
Anniversary of providing world-class health care to America’s Heroes. 

Successes to Share 

 VA Learners’ Perception Survey demonstrates that SAVAHCS’ trainees rated their 
training experience higher then Network 18 and National averages. 

 Annual Residency report found that the average compliance on monitors was good.  
One program, general surgery, was on probationary status due to resident work limit 
violations.  This has subsequently been lifted as there have been no further work-
limit violations. 

 There are 173 VA physician staff with faculty appointments from among the 242 total 
number of VA physician staff including paid, contract, or Without Compensation 
(WOC). 

 A major focus was placed on eliminating homelessness.  The facility issued 91.2% 
of its allocated housing vouchers and increased the Rapid Emergent Housing beds 
from 20 to 40.  SAVAHCS expanded the Veteran Justice Outreach Program to 
include the Pima County Court, Tucson City Court, Green Valley Court, Marana City 
Court and Oro Valley City Court and served over 304 Veterans.  The Grant Per 
Diem Program successfully discharged 73.1% of their Veteran patients to their own 
apartments. 

 Leadership triads in the medical and surgical clinics have been established to 
organize and manage clinic flow and structure and implement Patient Aligned Care 
Team principles.  They will focus on improving access, implementing eConsults, and 
phone visits. Triads collaborate with Primary Care and Community Based Outpatient 
Clinic leadership to improve communication and care coordination for patients. The 
triads are composed clinical management staff including a physician, a clinical nurse 
manager and a business manager.  

 SAVAHCS supported the Gathering of Healers diversity conference and trained 400 
employees in Native American culture. SAVAHCS held the first annual Women 
Veterans Information Fair as well as Diversity Day Fairs, Disability Awareness Fairs, 
and Special Emphasis Observations. 

 A Hiring Fair targeted at RN’s was held in late August, 2013. There were 126 
attendees.  

 SAVAHCS, with support from the VA Public Health Pathogens Program initiated a 
novel method for identifying patients with occult HCV infection. An automated 
system was developed that used an algorithm to create a patient registry that 
included patients at high risk using ICD-9 codes for drug use and who have never 
been tested for HCV infection. Upon intervention by GI service, 16% of patients 
identified were positive for occult HCV infection. Most patients who were contacted 
expressed appreciation and were grateful for the commitment and extra effort taken 
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on their behalf and for their healthcare.  The occult HCV registry represents an 
innovative model for delivery of personalized healthcare.  Use of this registry has 
optimized population health, provided a positive patient experience and was a highly 
efficient process for delivery of care.   

 Pharmacy outpatient Lobby Wait Time decreased from an average of 28 minutes to 
14 minutes (50%); Outpatient Mail Processing Time decreased from an average of 4 
business days to 1 business day; Telephone response time decreased from a high 
of 18 minutes to less than 5 minutes for the entire year and the number of 
abandoned calls decreased by 50%. 

 SAVAHCS took part in the Hispanic-Serving Health Professions Schools Graduate 
Fellowship Training Program in an effort to introduce newly trained Hispanic health 
professionals to the VA as a model employer. SAVAHCS is working collaboratively 
with local colleges and universities with high minority populations (U of A, Pima 
Community College, and Tohono O’ohodam Community College) to bring 
information about VA benefits and job opportunities to their student population, many 
of whom are Veterans. 

 Established Cardiovascular Regional Referral Center and standardized the referral 
processes with other VA facilities in Arizona and New Mexico.  This resulted in an 
18.62% increase in referrals compared with the previous year.  

 Established inpatient and outpatient feedback program proactively allows the voice 
of the Veteran to be heard and address their expectations. This personalized, 
patient-driven program was implemented in January 2013 has accomplished over 
400 interviews and, in real-time, addressed over 170 issues as identified by the 
Veterans. Seventy-two interdisciplinary staff and several committees work 
collaboratively.  Daily feedback data is immediately sent to key individuals or 
departments.  Weekly and cumulative reports are presented at Morning Report. 
Trending data show significant improvements in call-button response time, quality of 
food, and nose reduction. Using the inpatient feedback program as a model of 
success, efforts now focus on outpatient collection of Veteran feedback to improve 
services.   

 In collaboration with the University of Arizona and the Student Veterans of America 
University of Arizona chapter, the SAVAHCS has expanded on campus services at 
the University of Arizona to include New Patient health care exams at the Student 
Health Center.   March 6, 2013, a VA Nurse Practitioner and VA work-study began 
providing University of Arizona New Patient Clinics.  Clinics are held every second 
Wednesday.  To date the clinic has had a 100% show rate.    

 The SAVAHCS continues to provide Supportive Education for Returning Veterans, 
Mental Health appointments, Eligibility and Enrollment and Transition Patient 
Advocate Office hours at the University of Arizona.  The expansion of services was 
due to the direct request from the Student Veterans as on campus service reduces 
barriers to them receiving care, such as conflicting class schedules.  The SAVAHCS 
will continue to partner with the Uof A and other local Academic Institutions as a 
commitment to the academic success of our student Veterans. Patient Centered 
Goals for SAVAHCS were developed and submitted in January 2013. 

 SAVAHCS continues to promote the use of secure messaging so Veterans can 
access their providers and Patient Aligned Care Teams using the internet. 
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 SAVAHCS continues to expand the use of Telehealth using Clinical Video 
Telehealth, Store and Forward Telehealth, Secure Messaging and consults across 
all programs. 

 SAVAHCS was approved for Medical Foster Home Program. 

 SAVHACS installed Electronic Communication Stations throughout the facility and at 
the Community Based Outpatient Clinics. The stations display transparency data 
including The Joint Commission Strategic Surveillance System risk score for Patient 
Safety and Quality. Current information from The Joint Commission extranet site 
compares SAVAHC's risk score with other hospital groups, such as Arizona 
Hospitals, National Hospitals, the Top 10% of Hospitals, Magnet Hospitals,Truven 
100 Top Hospitals, and  US New America's best Hospitals.  The lower the score the 
better.  SAVAHCS consistently scores below (good) most hospital groups.  This 
information is on display 24/7 and is updated with new data routinely.  Focus group 
results are posted on the electronic communication stations. 

 The Research Service finalized a Memorandum of Understanding with the University 
of Arizona affiliate to cover off-sight VA research safety, bio-safety and animal use 
and care safety activities. 


