DEPARTMENT OF VETERANS AFFAIRS
Office of the General Counsel
Washington DC 20420

In Reply Refer To:

The Honorable Carolyn N. Lerner

Special Counsel

U.8. Office of Special Counsel

1730 M. Street, N.W. Suite 300

Washington, DC 20036-4505

Attn: Catherine A. McMullen, Chief, Disclosure Unit

Re: OSC File No. D1-11-2679 and D1-11-2798
Dear. Ms. Lerner,

This is in response to the e-mail requests on January 20 and February 14, 2012,
from Ms. Siobhan Smith of your staff for additional information to supplement the
Agency’s response to allegations reported by an employee/Veteran and the employee’s
supervisor at the Department of Veterans Affairs Boston Healthcare System (VABHS),
Brockton Division (Brockton), Business Office, Brockton, Massachusetts (OSC File No.
D1-11-2679 and DI-11-2798).

Specifically, your office asked for VA’s response to the Whistleblowers’
contention that the subject employees’ policy rationales for accessing the
Whistleblower’s records appeared to be pre-textual, based specifically on the assertions
by the Whistleblowers that no such policies were in place at the time. You also asked
us for additional information and clarification on how or why the access the subject
employees stated was for Urgent Care visits do not match up with the dates the
Whistleblower actually visited Urgent Care. You further asked VA to provide additional
information regarding the current status of the disciplinary action mentioned in the
report.

Enclosed are the position descriptions for the Patient Services Assistant (PSAs)
and Administrative Officer of the Day (AOD), which include a description of the general
duties performed on a regular basis. Additional tasks are assigned by the supervisor
either verbally or electronically. The AOD compiles the information collected by the
PSAs for use in the Director's Daily Log. The employees working the off-shifts tend to
be assigned more special projects due to the availability of time. Also included in the
documents are references to the Privacy Act of 1974.

Although the positions are clerical in nature, there is significant patient medical
information the employee needs to know in order to perform the duties of the position.
For instance, they may need to order an ambulance or arrange for chair car
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transportation, admit the patient, and schedule future appointments. Medication
reconciliation, daily log and disposition of the patient are standard duties. The
employees are trained to perform these duties in, typically, about a 2 to 3 week training
period. The duties are in the position description and more generally in a performance
plan.

On occasion, employees are assigned special data related projects that require
access into patient records on days the patients do not have appointments. For
example, the Urgent Care Project included medical progress note and ancillary services
reviews to determine if all procedures were documented appropriately for billing
purposes. For more than a year, these reviews were completed for the prior month and
were part of an ongoing retrospective review for workload capture and revenue
generation. Some examples may include: reviewing progress notes for insured
Veterans seen in urgent care to capture billable cases and special analysis to capture
workload and revenue for ancillary procedures (EKG, Injections, etc.).

In the time period covered by the complaint, the daily log at Brockton prepared
for the Director included only the evening/overnight period of 4pm — 8am. The
Whistleblower would not have been part of that log since she was seen during the day
tour. Since that time the Medical Center has moved to a 24 hour daily log, but that did
not occur until October 19, 2010. As noted by the Whistleblower, she was seen in
Urgent Care at Brockton on December 15, 2009, July 14, 2009 and July 29, 2010 and
interacted with employees who accessed the whistleblower's medical record. The
employees had valid reasons for accessing the medical record.

Related to the specific dates of inquiry, entry into the medical records by the
named employees was for the following purpose(s):

Date of access Purpose for access

9/22/2009 To review progress note, labs, doctors orders in the
Computerized Patient Record System (CPRS) for
supervisor-authorized Urgent Care/Cost Recovery project

12/11/2009 Whistleblower requested named Employee to access the
Whistleblower's medical record

7/17/2009 Whistleblower checked into Urgent Care
VABHS has taken corrective action concerning the named Employee who

violated VABHS’s Privacy Policy. The individual received a proposed reprimand. On
January 5, 2012, the deciding official mitigated the penalty to an admonishment and



3.
The Honorable Carolyn N. Lerner

required the named employee to undergo Privacy retraining. The following factors were
considered in the decision to mitigate: the named Employee had no prior disciplinary
action; there were no further instances by the named Employee during the 1 year since
the original occurrence; and the past performance of the named Employee during a 7
year career at VABHS, which included multiple performance awards and special
contribution awards.

VABHS also has reassessed its processes and put a corrective plan in place to
move forward. Approximately 24 percent (and rising) of VA's employees are Veterans,
many of whom receive clinical care at VABHS. It is a regular occurrence for an
employee’s “sensitive” record to be accessed as part of the processes for check-in,
billing and auditing. Similar instances throughout the medical center include filling
prescriptions, laboratory and radiology services. With the current parameters of the
computer software, it is not feasible to exclude employees who are Veterans from the
multiple reports generated to conduct the business of the Medical Center.

Currently, all employees are required to participate in annual Privacy and HIPPA
training. VABHS has directed its Privacy Officer to develop, by February 29, 2012, a
focused training for employees who access clinical and appointment records, including
electronic records. The training will concentrate on the specific Privacy needs of
employees who are Veterans receiving care at VABHS. In addition, VABHS has
directed its Information Security Officer, starting February 1, 2012, to conduct regular
audits of access to records of employees who are Veterans to validate the appropriate
business need for access.

If you have any questions about this supplemental information, please contact
Sharon M. Johnston in the Office of General Counsel at 202-461-7658.

Sincerely yours,
Walter A. Hall

Assistant General Counsel

Enclosures
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; ! 1. Agency Position No.
POSITION DESCRIPTION (Please Read Instructions on the Back) I Cg g Ryg 3 A
2. Reason for Submission 3. Service 4, Employing Office Location | 5. Duty Station ¢, OPM Certification
Redeseription ] New | qutrsiﬂl’i:ld ' 523
[j P ~slablishment D Other 7 7. Fair Labor Standards Act 8. Financial Statements Required 9. Subject (o IA Action

{ .
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Office

Medical Administrative Specialist
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16. Organization Title of Position (Jf d{ferent from the offictal fitle)

17‘ Neme of Employee (ifvacant, specifyy)

18. Department, Agency, or Establishment

¢. Third Subdivision

Department of Veterans Affairs Patient Services

8. First Subdivision d. Fourth Subdivision
VA Boston Healthcare System

b, Second Subdivision ¢. Fifth Subdivision
Bu~ess Office

19.  Employee Review — This is an accurate description of the major duties
and responsibitities of my position.

Signature of Employee (optional)

20.  Supervisory Certification. I certlfy thai this is an accurale statement of
the mgjor duties and responsibilities of this position and its organizational
relationships, and that the position Is necessary to carry ouf Government
Junctions for which I mn responsible. This certification is made with the

& Type Name and Title of Immediate Supervisor

Anne Dow, Assistant Chief

Signature D&lé

21, Clnssification/Job Grading Certilication. [ cerfify that this position has been
classified/graded as required by Title 5, U.S. Code tn conformance with siandards

published by the US. Office of Personiel Management or, {f no published stapdards

apply directly, consistently with the most applicable published standards.
Typed Name and Title of OHficial Taking Action SCOTT T, JONES

“¥5 & P/ Pusstn y GASSHERT RO SPAsmhld Eon 6 G531 Mg

knowledge that this informatlon is to be used for statutory purposes relating
fo qppointment and payment ¢f public funds, and that false or misleading -
statemenis may constitite violations of such statues or thelr implementing
reg-ulations.

b. Typed Name and Title of Higher-Level Supervisor ﬂr.Mmgcr.(/JpllonaI} :

Cathleen A Stephens, Business (ffice Manager
Signature
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Siguature Date and corrected by the apency or the U.S, Office of Personnel Management. Infor-
g‘zom y /e . mation on classification/job grading appeals, and complaints on exemption from
S/to 4. D FLSA, is avallable from the personnel office or the U.S. Office of Personnel
Management.
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appropriate applicants; counsels non-service connected veterans to determine ability to defray costs of
medical care elsewhere. Determines extent of release of medical or social information from patients’
records. Safeguards and ensures rights of the patient,

Maintains good public and media relations. Establishes and maintains liaison with the Public Affairs
Officer, whenever applicable. Releases appropriate information as directed by the Public Affairs Officer
to news media and the public in accordance with VA Regulations, VAMC Policy and Freedom of
Information Act requirements. '

Coordinates tests and procedures which cannot be done at the Medical Center. Coordinates patent
referrals and transfers to and from the Medical Center.

Prepares dally Gains and Losses Sheet and other related statistical reports. Maintains current bed
~ inventory; obtains bed avallabllity for treatment needs. Provides daily report/log of activities occurring
during the tour of duty. Briefs on-coming shift of pending events.

Notifies appropriate personnel of veteran’s placement on the “Seriously llIl” List, inputs action to VISTA,
‘and ensures approprlate paperwork is completed and filed in the patient’s administrative record. .

_Serves as the key contact for veterans, famlly members, visitors, VA administrative and medical staff,
and other Individuals or organlizations regarding eligibility and entitiement to VA health care, death
benefits, beneficiary travel, and patlent funds. Verifies eligibllity by means of appropriate ..
documentation or through Master Veterans Records, HINQ, VA Regional Office, or otherservices.
Ensures eligibllity information and verification Is correctly input into VISTA and In the patient’s
administrative record. Counsels patients regarding their eliglbility for VA benefits. Notifies the Medical
_Administration office immaediately of all ineligible applications or unusual cases. Refers patients who do

- not reside within the Medical Center’s fee service area to the VA Medical Center nearest their home for

care,

Interviews next-of-kin of deceased veterans either in person or by recorded telephonic conversation
regarding arrangements for release of remains. Explains burial benefits and completes funeral
arrangements. Completes death package promptly for appropriate signatures and distribution. Arranges
contract burial when unable to identify next- of-kin or designee including body identification and
verification of funeral service performed in accordance with VA regulations. Processes release of funds
and personal effects.

Determines the appropriateness of notifying the medical examiner on unusual deaths, investigates
unusual incidents occurring during tour Involving welfare, injury, abuse of patients, loss of personal
property; infractions of VAMC rules; etc. Provides written and oral reporting of incidents involving
beneficiaries, employees, as well as safety or other Issues.

Ensures VISTA is operational. Coordinates resolution when indicated, of computer related problems with
iRM.

Provides orientation for new MOD' s, residents, nursing supervisors and other staff regarding legal and
quasi-legal matters as defined in VA Directives, and interprets VAMC policies as they relate to patient
care and treatment.




impleme nts search plan for missing patient; informs next-of-kin of search status, as appropriate.
Observes for safety, potential problems and takes corrective action, Delegated authority to act on behalf
of the Director to initiate actions dealing with disaster situations, in accordance with hospital-wide
disaster plan. Responds to emergencies, determines priorities and nature of action to be taken;
authorizes services, supplies and personnel; notifies authorities as situation dictates.

Provides guidance and direction to admissions/urgent care procedures, eligibility and entitlement to VA
health acre, beneficiary travel, patient funds, death benefits, VISTA, Medical Cost Care Recovery (MCCR},
MRT, IFCAP, and other computer packages.

Routinely checks the waiting areas on a daily basis to identify patients who may need immediate
medical attention or appear confused or disoriented. Notifies the medical staff when potentially serious
complaints are identified or observed. Performs necessary administrative processing for emergent
cases. - :

Ability to conduct administrative interview for new applicants for care or when existing information
requires updating. Inputs complete:and accurate information into VISTA. Obtains patient’s signature on
all applicable forms. Initiates paperwork required to complete the evaluation/treatment process by
imprinting forms with patlent identification data. Operates camera and computer program for Veterans
Identification Cards (VIC). Creates medical and administrative records for all patients with correctly
affixed identification labels, i.e. bar codes, POW, service connected, allergy, MCCR, etc.

Ability to complete the means test when appropriate and counsels veterans regarding entltiement to

treatment and billing procedures. Can complete and Initiate paperwork for adjudication of the means

test or when a hardship waiver is requested Requests approval from Patient Account Office, Business
_Team, for continuation of care.

Obtains fnsuranee infor’mation and a copy of the insurance card for all veterans and forwards copy to
MCCR. screens encounter forms for completion of billing information such as diagnosis, CPT codes for

- special procedures, and whether treatment was received for a non-service-connected condition: Enters = & wur s

completed data into VISTA. Returns incomplete encounter forms to the clinic provider for completion .
when necessary.

- Refers third party cases to the MCCR Unit for claims development.

Transfers calls from private physicians, clinics, hospitals, nursing homes, or other VA facilities, and
Medical Center staff regarding admission/transfer of patients to the Medical Center to the appropriate
physician to determine acceptance of patient. Processes necessary paperwork for accepted patients to
admit or schedule an admission.

Performs duties which include entering patient appointments Into VISTA. Ordering any necessary
laboratory or radiology requests as ordered by clinical staff. Entering information into PCMM and
completing the patient checkout process.

Thorough knowledge of contents and arrangement of administrative and medical records, military
records, and claim folders in order to search and extract a variety of information relevant to determining
eligibility and entitlement, priority of care, and other data necessary for rendering medial care.




servicers’ po! cies and procedures

Skill In the operation of computer terminal and keyboard to enter and retrieve data, prepare
correspondence, memoranda, reports of contact and reports.

Is responsible for protecting printed and electronic files containing sensitive data from unauthorized
release, loss, alteration or unauthorized deletion under provisions of Privacy Act of 1974 and other laws,
federal regulations and VA policies.

Coordinates recorded telephonic consent between the physician and next-of-kin for emergent
procedures. Verifies identity of next-of-kin and monitors recording of conversation with physician.
Transcribes the recording and verifies accuracy.

Maintains patient’s valuables in the safe. Inventories valuables monthly and sends E-mall report to Staff
Assistant, Primary Care. Verlifies identity of the patient or next-of-kin prior to release of valuabies.
Notifies Regional Councll of unclaimed valuables for disposition.

Responsible for providing coverage for irregular tours, preparing AOD/evening schedule, assuring full

- .. leave coverage with schedule published with changes a minimum of fourteen (14) days in advance.
.. Responsible for calling in all necessary employees on an overtime basis to attend to patient care needs

or for emergency repairs, etc,, Including calling in physicians as requested by the MOD. Secures

. resources for services needed to manage the Medical Center.

Enforces Medical Center policy that only authorized personnel are permitted into certain areas after
normal duty hours. Safeguards and manages valuables. Serves as imprest fund cashier and Is
accountable for its accuracy. :

Provides care and/or services appropriate to the'age of the patients being served. Assesses data

_reflective of the patlent’s status and Interpret the Informatlon needed to identify each patient’s

requirements relative to their age-specific needs and to provide care needed as described in the

et g e ed B e

In all interactlons wlth both Internal and extema! customers wIII reﬂect an awareness of the medical

center’'s commitment to the mission. To ensure customer satisfaction will support the tenets of good
customer service, including reliablilty, responsiveness, competence, access, credibility, security,
communications and understanding the customer, Will make a constant effort to understand the
customer’s needs and if possibie, provide a positive respense to those needs.

As a member of an organization which respects the rights and privileges of patients, thelr families,
friends and coworkers, will treat these individuals with courtesy, dignity and respect. Response to
difficult or belligerent patients or to members of the general public wilt be handled with kindness and
respect. Interaction with others whether by telephone, in person or in writing will support the mission
of the Medical Center.

Supports the goals and objectives of the team and medical center by actively participating as a team
member. In this process, will facliitate team efforts by engaging in constructive and supportive
communication. Each member of a team will make every effort to accomplish the team goals, as well as
their own personal goals. This standard is applied to all types of team efforts.




Contributes to the total organizational effort by submitting thoughts, ideas and suggestions on how to
improve the quality, timeliness, efficiency and excellence of the medical center. in this-effort, will
actively seek ways to improve every aspect of patient services and support functions. Looks for new
ways to improve delivery of services, but also ways to improve other functions which impact the
delivery of these services.

Ability to process inter- and intra-facility consults and fee base consults.

Screens telephone calls involving patient care and takes appropriate action as necessary.
Reads team E-mall and takes appropriate action as ordered.

Ability to cancel and reschedule clinics as requested. Notifies patients by mall or telephone.

Performs other duties as assigned by the Business Office Manager.

FACTOR | - KNOWLEDGE REQUIRED BY THE POSITION:

In order to function effectively and efficlently as an AOD, incumbent must possess an infinite variety of -
information. Must have knowledge of management’s objectives, goals, declslons and policies. .
Knowledge of Medical Center organization, functions, specialties, and programs. Knowledge of medical
resources in surrounding community. Knowledge of medical and technical terminoclogy.

Incumbent must be versatile, fully able to cope with any problems as they arise and resolve them quickly
and decisively. Comprehensive working knowledge of applicabie public laws, VA policy and regulations,
station directives, legal decisions, and state laws dealing with care and treatment of veterans and

~ beneficlaries (admissions, discharges, scheduling, inpatient and outpatient policy, fee services,
domiclliary care, sharing agreements, legal detentlion, beneficiary travel, patient funds and valuables,
death details procedures and burial benefits, Compensation and Pension activities, medical and dental -
beneflts, eligibllity and related matters). Ability to locate and interpret all applicable regulations. Must = . -k
- have a thorough knowledge of all aspects of IM programs and knowledge of how theyinterrelatetorall .. ivdgr o it ]
other Medical Center programs. :

Must possess thorough knowledge of commitment laws and proceedings in this state and other.
neighboring jurisdictions so that all legal aspects of commitments can be effected without violation of
patients’ rights. Knowledge of public laws governing VA and states served by the Medical Center in
matters of judiclal hospitalization, issuing warrants, workmen’s compensation, reimbursable hospital
Insurance, liabllity of third parties, and other medico-legal matters,

Knowledge of medical and administrative records system; of Privacy Act and Freedom of Information
Act, as they relate to release of information on patients.

Knowledge of VISTA. Knowledge of the computer functions relating to VISTA, MRT, IFCAP, HINQ, PCMM,
PCE, CPRS, VIC and various packages to effectively coordinate activities in the outpatient area. Skill in
the operation of computer terminal and keyboard to enter and retrieve data, prepare correspondence,
memoranda, reports of contact and reports.

Knowledge of medical terminology used with a varlety of diagnostic and treatment procedures in order
to give preparatory instructions, to report medical information, and to assign admission authority.




Must possess knowledge of safety and fire prevention rules and regulations, of station and surrounding
community disaster plans and procedures, of emergency plans for work areas throughout the Medical
Center. .

Must be knowledgeable of the rules and regulations, policies and procedures concerning VA burial
benefits, autopsies, obtaining consents for special procedures and able to explain them to next-of-kin.

Ability to deal with a variety of individuals with tact and diplomacy. Abllity to interpret and explain VA
policies to staff, patients, and others. Ability to deal with individuals who are under the influence of
alcohol, drugs, or have severe psychiatric problems. Abllity to present self In a professional manner and
attitude to create a positive impression as the Medical Center’s representative.

Ability to identify and analyze complex problems or situations with a range of variables. Abllity to
complete assigned projects, studies, narrative and statistical reports, reviews in a thorough, accurate,
and timely manner. Ability to explain and organize complex issues In writing. Skill in exercising initiative
and originality.

Must possess thorough knowledge of operation of a two-way radlo for security, various alarms - - -
monitored by the switchboard operator, including the Code Blue alarms, Engineering alarms, etc.

Must have knowledge of Department of Veterans Affairs regulations and procedures pertaining to
Medical Care Cost Recovery Including means test and pharmacy co-pay.

Avallable to be recalled on an emergency basis in order to maintain administrative support for off-tour
patlent care. Knowledge of various services offered by the Medical Center, their physical location, and
organization. :

Knowledge of the Medical Center In order to refer patients or staff to appropriate personnel for

© questioris concérning Fée Services, Health [Rfoffnatiok Management, Office Operations, eter i i Siae Lot il

Is responsible for protecting printed and electronic files containing sensitive data from unauthorized
release, loss, alteration or unauthorized deletion under provisions of Privacy Act of 1974 and other laws,
federal regulations and VA policies.’ :

Knowledge of safety and fire prevention rules and regulations, of facility and community disaster plans
and procedures, of emergency plans for work areas throughout the medical center.

Knowledge of VA sponsored community programs such as the Community Support Program, Foster
Homes, Community Contract Nursing Homes and Veteran Outreach Centers. Knowledge of social
service and medical resources available within the community such as area hospitals, crisis centers,
VNA’s, shelters, emergency food/fuel assistance programs, and support groups. Must possess crisis
intervention skills including the ability to extract critical identification and circumstantial data
surrounding a caller in crisis or person presenting with a crisis on the grounds or in the community.
Knowledge of federal and state reporting mandates such as those governing Elder, Child or Disabled
abuse, notification of medical events to the Department of Public health, rape protocol, threats made to
individuals In the community and animal protection notlfications.




Abllity to interpret rules, regulations, policies, and proceduresto make sound decisions, using good
judgment. Ability to adapt to situations quickly, precisely, and accurately, Abllity to cope with a wide
variety of problems and to resolve them quickly and decisively. Skill in exercising initiative and
originality.

Abllity to deal with a variety of individuals with tact and diplomacy Ability to interpret and explain VA
policies to house staff, patients, employees, and others, Abllity to deal with individuals who are under
the influence of alcohol, drugs, or have severe psychiatric problems. Abllity to present self in a
professional attitude and to create positive impression as management’s representative. (Posltion may
require the abllity to communicate in Spanish, where appropriate.)

Ability to identify and analyze complex problems or situations with a range of variables. Ability to
complete assigned projects, studies, narrative and statistical reports, reviews in a thorough, accurate,
and timely manner. Ability to explain and organize complex Issues In writing.
Available to be recalled on an emergency basis in order to maintain administrative support for off-tour
patient care,

Abliity to guide and orient the continual turnover of medical and psychiatric interns and residents . «.--
received by this multi-divisional teaching facility, most of whom are unfamiliar with the Veterans .%.-
Administration as well as with the surrounding community, and many of whom are from foreign

countries unfamillar with American cuiture, customs and linguistic nuances (i.e. slang terminclogy and. .. -
it’s accompanying significance).

FACT OR !l- SUPERV&SORY CONTROLS‘ : .S? ' / /”
(5T Ard
The posltion reports tothe 6$-30\- |3 Stz?é RV R }/ Medical Administration S P“’ posmon N '
The Patient Services Manager assigns work in terms of issues, functions, and overali ob}ectlves and -

serves as supervisor. The Incumbent plans, coordinates, and carries out the assignments independentiy.

1+ The'A@D-handles problems afid resolves most conflicts without reference to the SUPERISEIFAN sk ittt o

accordance with instructlons, applicable precedents, pertinent law, organizational policy, and
established practtces Work Is assessed through reports of activity in terms of conformance with overall.
‘requirements, :

FACTOR lHl - GUIDELINES:

Guidelines for the accomplishment of this work include: Chapter 17 of Title 38 USC, the codified laws
governing eligibility for veterans medical services; VHA Directives; Part 17 of Title 38, Code of Federal
Regulations; VA Manual M- 1, part 1. The AOD must apply applicable provisions of law, regulations, and
VA manuals which pertain to benefits other than medical benefits, i.e., conservatorship, burial benefits,
authority to purchase scarce medical services, joint agreements for medical services between VA and
DOD. AOD applies appropriate state law for procedures In areas such as patient retention and
commitment, consents for autopsy, and advance directives. Guidance is also contained in local Medical
Center and Primary Care policies and directives.

Procedures and station policy are established for doing this work. Due to the voluminous guides
available, the AOD must use judgment in selecting the appropriate guideline, reference, or procedure




for direct application to the specific situation or in making deviations to accommodate immediate
situations,

FACTOR IV - COMPLEXITY:

AQD assignments cover a broad range of Business Office activities, of guidance to other on-duty
personnel, and of patient and community relations which require the AOD to utilize a variety of different
and unrelated procedures, using a multitude of knowledge and skilis. In manyinstances, there may be
alternatives from which to select a course of action or to decide upon an issue. The AOD must analyze
the Issues involved in the tasks or problems brought forth, must select and apply the appropriate policy
and procedure to resolve the issues, and must accept responsibility for their outcome, always

considering both the medico-legal aspects of a problem as well as the potential social-political point of
view.

In addition, an AOD may be involved in identifying problems in the work accomplished during the tour of
duty or In other MAS settings. In these cases, procedures relating to work distribution, workload, and
. worker skill must be considered in assessing needs and resolving problems.

- Factors contributing to the overall complexity of the position are:

e The extensive range of duties; personal contacts, knowledge, and abllities requlred by the
position.

» The nature of a teaching facility with continual:physician turnover, hence the need to provide
constant orientation.

» The continual change in programs, procedures, pollcies and resources avallable In a tertiary
Medical Center of this size,

The incumbent serves on a rotation tour schedule encompassmg regular and irregular tours, weekends,
- and holidays. s :

- FACTORV ~SCOPE‘AND EFFECT:: =2 ¢

The work of the AOD involves the treatment of a wide varlety of situations, problems, and questions in
accordance with department, VHA and Medical Center policies and procedures, The work has a direct
impact upon the care of patients during other than regular tours of duty. The incumbent must at ali
times be prepared in attitude and attire to create a favorable impression as a Medical Center
representative,

During irregular tours the purpose of the work is to efficiently and effectively accomplish/coordinate all
administrative functions occurring during irregular tours providing administrative continuity and support
to the medical program. The effectiveness with which these duties are carried out influence the
operations and the public image of the entire Medical Center.

FACTOR Vi - PERSONAL CONTACTS:

Within the Medical Center, contacts are with veterans, their families and visitors, clinical staff,
administrative and management staff of all Service Teams within the Medical Center, and with top
management. Contacts outside the facility include Federal, State and local law enforcement officiais,




military personnel, other VA medical Centers and non-VA health facilities, media representatives, staff
of Congresslonal offices, private physicians, attorneys, and the general public.

These contacts oceur in a relatively unstructured setting, Many contacts, both within and outside the
Medical Center are routine in nature. However, given the diversity of functions and the unforeseen
quality of events occurring on other than normal tours of duty, the potential exists for the AOD to
encounter a wide variety of individuals from outside the Medical Center. Each contact may have a
different purpose and the AOD may be required to assume various roles in the exchange or interaction.
The AOD may be exposed to dangerous and hazardous situations when confronted by hostlle,
aggressive, inebriated or substance-abusing Individuals, emotionally disturbed or irritated applicants,
grieving famillles, or threatening patients while handlmg face-to-face exchanges or while taking
threatenmg telephone calls,

FACTOR VI - PURPOSE OF CONTACTS:

The purpose of contacts will be as diverse as the variety of contacts themselves. They will range from a

_ simple exchange of Information to the control of drug-induced violent behavior exhibited by an

“individual In need of treatment. The need to Interrogate, motivate, and/or influence are regular and
recurring aspects of the AOD’s assignments. They regularly may encounter skeptical veterans, fearful
patients, uncooperative Individuals and dangerous situations. The AOD must be a skillful communicator,
sensitive to-nuances of behavior and able-to control a varlety of potentially difficult interactions. The - -

. AOD must remain calm and In control during these situations and be able to react quickly, precisely and

+ - -accurately, . e

FACTOR Vil - PHYSICAL DEMANDS:

The work is mostly sedentary with some walking, standing, bending, and carrying items such as patient’s -
. medical records, mall, supplies, etc. >

There are constant interruptions and, In some Instances, resolution of problems can become intense,
.. placing the incumbent in a position of stress.on frequent.occasions.- Incumbent.may alsq.be subject tonz: -
physical danger from an escalating patient. :

FACTOR IX - WORK ENVIRONMENT
The work is performed in the reception area in a clinical environment with exposure to communicable
disease, physical, and verbal abuse from disturbed patients, distraught famlly members, and visltors.

Safety precautions are necessary.

Vislts are necessary to the Emergency Room, wards, and other patient care areas. This may include
visits to locked psychiatric units.




