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Welcome to the North Florida/South Georgia Veterans Health System. We are proud to serve those who served our country. It is our job to give you the best care we can, with kindness and respect. 

This guide will tell you things you should know as a patient in our outpatient clinics. We hope it will be helpful to you. 
Mission Statement: Honor America’s veterans by providing exceptional health care that improves their health and well-being.

Vision Statement: To be a patient-centered integrated health care organization for veterans providing excellent health care, research, and education: an organization where people choose to work; an active community partner; and a back-up for National emergencies. 


Core Values:  

INTEGRITY COMMITMENT
ADVOCACY 
RESPECT EXCELLENCE 
VA Core Characteristics:

TRUSTWORTHY  ACCESSIBLE

QUALITY  INNOVATIVE AGILE
Your Provider's Name is:__________________________________

Your Clinic Team Name is:________________________________




Patient Rights Patient Responsibilities
The Veterans Health Administration (VHA) is pleased you have selected us to provide your health care. We want to improve your health and well-being. We will make your visit as pleasant for you as possible. As part of our service to you, to other Veterans and to the Nation, we are committed to improving health care quality. We also train future health care professionals, conduct research, and support our country in times of national emergency. In all of these activities, our employees will respect and support your rights as a patient. Your basic rights and responsibilities are outlined in this document. Please talk with VA treatment team members or a patient advocate if you have any questions or would like more information about your rights.

I. Respect and Nondiscrimination

· You will be treated with dignity, compassion, and respect as an individual. Your privacy will be protected. You will receive care in a safe environment. We will seek to honor your personal and religious values.
· You or someone you choose has the right to keep and spend your money. You have the right to receive an accounting of any VA held funds.

· Treatment will respect your personal freedoms. In rare cases, the use of medication and physical restraints may be used if all other efforts to keep you or others free from harm have not worked.

· As an inpatient or nursing home resident, you may wear your own clothes. You may keep personal items. This will depend on your medical condition.

· As an inpatient or nursing home resident, you have the right to social interaction and regular exercise. You will have the opportunity for religious worship and spiritual support. You may decide whether to participate in these activities. You may decide whether or not to perform tasks in or for the Medical Center.

· As an inpatient or nursing home resident, you have the right to communicate freely and privately. You may have or refuse visitors.  You will have access to public telephones. You may participate in civic rights, such as voting and free speech.

· As a nursing home resident, you can organize and take part in resident groups in the facility. Your family also can meet with the families of other residents.

· In order to provide a safe treatment environment for all patients or residents and staff, you are expected to respect other patients, residents and staff and to follow the facility’s rules. Avoid unsafe acts that place others at risk for accidents or injuries. Please immediately report any condition you believe to be unsafe.

II. Interpretive Services

· If you do not speak English, or if you are deaf, hard of hearing, or sight impaired- You can have interpretive and translation services provided at no charge.  Please ask staff for assistance. 

III.  Information Disclosure and Confidentiality

· You will be given information about the health benefits you can receive. The information will be provided in a way you can understand.

· You will receive information about the costs of your care, if any, before you are treated. You are responsible for paying your portion of any costs associated with your care.

· Your medical record will be kept confidential. Information about you will not be released without your consent unless authorized by law (an example of this is State public health reporting). You have the right to information in your medical record and may request a copy of your medical records. This will be provided except in rare situations when your VA physician feels the information will be harmful to you. In that case, you have the right to have this discussed with you by your VA provider.

· You will be informed of all outcomes of care, including any potential injuries. You will be informed about how to request compensation for any injuries.

IV. Participation in Treatment Decisions

· You, and any persons you choose, will be involved in all decisions about your care. You will be given information you can understand about the benefits and risks of treatment. You will be given other options. You can agree to or refuse treatment. You will be told what is likely to happen to you if you refuse treatment. Refusing treatment will not affect your rights to future care but you take responsibility for the possible results to your health.

· Tell your provider about your current condition, medicines (including over-the-counter and herbals), and medical history. Also, share any other information that affects your health. You should ask questions when you do not understand something about your care. Being involved is very important for you to get the best possible results.

· You will be given, in writing, the name and title of the provider in charge of your care. As our partner in healthcare, you have the right to be involved in choosing your provider. You also have the right to know the names and titles of those who provide you care. This includes students, residents and trainees. Providers will properly introduce themselves when they take part in your care.

· You will be educated about your role and responsibilities as a patient or resident. This includes your participation in decision making and care at the end of life.

· If you believe you cannot follow the treatment plan, you have a responsibility to notify your provider or treatment team.

V.  Complaints

· You are encouraged and expected to seek help from your treatment team or a patient advocate if you have problems or complaints. You will be given understandable information about the complaint process. You may complain verbally or in writing, without fear of retaliation.

Joint Commission
North Florida/South Georgia Veterans Health System is accredited by the Joint Commission (JC).  JC is an independent, not-for-profit organization that sets standards by which health care quality is measured.  Their mission is to continuously improve the safety and quality of care provided to the public.  Any individual may contact JC to discuss quality of care or patient safety concerns by:
E-mail: complaint@jointcommission.org


Fax:
Office of Quality Monitoring

(630) 792-5636


Mail:
Office of Quality Monitoring
Joint Commission


One Renaissance Boulevard
Oakbrook Terrace, IL  60181
The Ethics Committee

Sometimes it is hard for a patient/family member to make a decision about medical care because of moral or ethical issues. Patients and/or family members may disagree with the medical team’s plan of care for the patient.  For example, a patient may want a certain drug but the health team does not feel that drug should be prescribed.  

When these problems cannot be easily solved, the North Florida/South Georgia Veterans Health System Ethics Committee can be consulted.

The Ethics Committee’s role is to look at ethical concerns by having the committee members talk things over with patients, family members, and the treatment team. The Ethics Committee does not make treatment decisions.  The role of the committee is to offer assistance and guidance with ethical problems.

The Ethics Committee can be contacted through your Patient Advocate’s office.   A staff member can help you get in touch with your Patient Advocate.

PAIN: The Fifth Vital Sign
When you come to the VA for an exam, your health care provider may check your five “vital signs”:  blood pressure, pulse, temperature, respirations, and pain.  You have the right to have your level of pain checked and to receive treatment for pain.  Treatment means relieving, controlling, and managing your pain.  Your provider will ask you to rate your pain on a scale from 0 to 10:


“0”
=
no pain


“10”
=
worst pain imaginable
Your provider will also ask you the following questions about your pain.

· Where is it?
· When did it start?
· How long has it lasted or does it last?
· What makes it better or worse?
· Which medications have you tried?  Bring  a list

· Have treatments worked well?  Yes or no - tell your story.

There are different ways to control pain.  They include:

· Home remedies - heat, ice, elevation, rest

· Stretching and exercise - physical and occupational therapies

· Medications - the kind prescribed depends on the type and degree of pain

· Invasive therapies - surgery, blocks, and injections

· Non-invasive therapies - massage, acupuncture, biofeedback, TENS (transcutaneous electrical nerve stimulation - a device that uses electricity to block pain signals going to the brain)

Here are some safety tips to keep in mind when being treated for pain.

· Give an accurate report of your health history (high blood pressure, heart problems, ulcers, kidney, and liver problems, etc.)

· Report any side effects to drugs (allergies, reactions)

· Report medicines you are now taking.  This includes prescriptions, 
over-the-counter drugs, nutritional supplements, and herbal remedies.

· Take medicines as prescribed.
· Do not drive if you are too drowsy from your medicine.

· When taking pain medication, check with your provider first to see if it’s OK to drink alcohol or use other drugs that can make you drowsy.
Information on the Internet
Visit the North Florida/South Georgia Veterans Health System web site at 
http://www.northflorida.va.gov for more patient education information and general information about your System.  This site also includes valuable links to other sites covering subjects such as military records, jobs, veterans’ health issues, military web sites, veteran organizations and more.  You are encouraged to also visit the national VA web site at http://www.va.gov.  This site provides information on burial and memorial benefits, appeals, education benefits, home loans, and other services offered by the Department of Veterans Affairs.

Suggestions

If you have any suggestions to improve this publication, please call (352) 379-4012 or 
(800) 324-8387, extension 4012.

Appointments & Waiting Time

If you have an appointment and arrive on time, our goal is have you see your health care provider as close to your appointment time as possible.  We are working hard to achieve this goal.

You can help by:

· Being on time for appointments. Please report 30 minutes before your appointment.

· Calling us if you have to cancel or will be late for an appointment.

· Arriving early if you need to have a blood test, X-ray, EKG or other tests done before you see your provider.

· Bringing in test results, especially if you had the tests done somewhere else. Please include written reports of X-ray, MRI, or CAT scan films.

· If you leave the clinic area, please let a nurse know.

Holidays

Appointments are not scheduled for the following federal holidays:

	New Year’s Day
	 (1/1)

	Martin Luther King Day
	(3rd Monday in January)

	President’s Day
	(3rd Monday in February)

	Memorial Day
	(last Monday in May)

	Independence Day
	(7/4)

	Labor Day
	(first Monday in September)

	Columbus Day
	(2nd Monday in October)

	Veterans Day
	(11/11)

	Thanksgiving
	 (4th Thursday in November)

	Christmas
	(12/25)


Emergency services are available any time at the Gainesville and Lake City Divisions.
Things to Bring to Your Primary Care Visit

1.  If it was mailed to you, the Health History Form 

2.  If given to you on your last visit, complete and mail the stool test before your next visit

3.  Any medical records, reports, labs, test results, etc., from another facility or from your local doctor

4.  All pill bottles of medicines you take including over-the-counter medicines, vitamins, food supplements and/or herbal remedies 

5.  If you have made one out, a Living Will or Advance Directive (forms are attached to this publication)

6.  A list of questions you may have for your provider

7.  A list of medical problems you have, so you will be able to tell your provider

8.  Your blood pressure or blood sugar readings, if you have them. Also bring your blood sugar and/or blood pressure machine if you have one

9.  Any insurance information you have
Money Matters

Insurance and VA Billing

As a veteran served by the North Florida/South Georgia Veterans Health System, you may wonder why you are asked for private insurance information.  This section provides answers to questions often asked about insurance and the VA.

Q.
Why does the VA want my insurance information? 

Congress has passed a law telling us we have to bill for non-service connected treatment.  If we don’t bill your insurance carrier, we are actually breaking the law.  There is never a charge for treating service-connected conditions. 

Q.
What if I am covered by my wife’s insurance?

We have to file whether the insurance is under your name, your wife’s, or your guardian’s.

Q.
It makes me a bit uneasy giving you my insurance information.  If you file a claim, how will it affect my insurance? 

It won’t affect your insurance at all.  What you pay for insurance won’t change.  Your coverage won’t change.  Your insurance company expects to be charged for health care that you receive.

Q.
Will I somehow be charged for this billing? 

No.  This will not cost you anything. 

Q.
How will filing a claim affect my eligibility?

Your eligibility for VA medical care will not be affected at all.

Q.
When will I be asked for this information? 

When you come for treatment. We may also give you a call at home. 

Q.
What information do I need to bring with me? 

Most of the information we need is right on your insurance card.  We will make a copy of your card each time you receive care at the VA.  Also, please let us know if you have a new address or phone number.  

Q.
You file a claim for me and my insurance company pays the VA.  Where does that money go?

This is important.  All money collected goes right to your local health care system.  It is a vital part of the entire operation.  For example, the money is used to help set up more clinics, buy new equipment, and hire more staff to take care of your needs.  Last year your North Florida/South Georgia Veterans Health System began caring for more than 10,000 new patients, so this money is certainly needed.

Q.
Doesn’t Congress give the VA all the money it needs to operate?

Yes, this is true for service-connected veterans.  Congress expects VA to also get money from health insurance and copayments for non-service connected care. 

Q.
Is payment expected before getting medications or after visits?

Monthly statements will be mailed listing current charges (including any interest and administrative charges), payments, and outstanding balances and should be paid in full when received.  You can avoid interest and administrative charges if you make payment before the fifth day of each month.

Q.
Where does the money go?

Your copayments are returned to your medical center’s network to pay for programs for veterans.  Every copayment you make is used to improve the service we provide to you, our customer.  That’s one reason Congress passed the law that requires VA to collect insurance money for non-service connected conditions. This money is part of the VA budget. We thank you for your help with filing these claims. You deserve the best care available, and this money is vital to providing that care. 
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Pharmacy Refills
You can request refills by Internet, mail, automated phone system, or in person. Your medicine refill will be sent to you by mail; you cannot pick refills up at the Pharmacy window. Please be aware that Class II narcotic drugs cannot be refilled.

Refills by MyHealthe Vet (Internet): Prescriptions may also be filled online using VA's My HealtheVet program at http://www.myhealth.va.gov. You will need a user ID and password to log in. Click on "My Care" and then click on "My Prescriptions." If you do not have a username and password, you can easily get them by creating your own personal profile.
Refills by mail: Mail the refill slip back to the pharmacy as soon as possible. By doing so, you will get your medicine refill before your medicine supply has run out. The pharmacy will keep the request on file and mail your refill out to you at the scheduled time.
Refills by Automated Phone System: To order prescriptions by phone, here is all you need:

· A touch-tone phone. If your phone has a choice of pulse or tone, be sure it is set to tone. If you do not have a touchtone phone, please keep mailing your refill slips to the pharmacy.

· Your full 9-digit social security number.

· The prescription number for the prescription label. This RX# just above or to the right of your name as shown on the

To reach the pharmacy menu:

You can use the Automated Phone System anytime – day or night. Pharmacists are available for advice Monday through Friday (except holidays) from 8:30am to 6:00pm.

· Dial (800) 349-9457 or local for Gainesville (352) 374-6196. If you get a busy signal, please try again.

· To talk to an operator - press 0 at any time during your call.

To order refills:

· Dial the number above and wait for the greeting – then enter your full 9 digit Social Security number followed by the # sign.

· Press 2 (pharmacy prescriptions) – then press 1 (to refill a prescription).

· Enter the RX# followed by the # key (if there is a letter after your RX#, do not enter it).

· If you have more than one refill, you can stay on the line - press 1 again - then enter the next RX#. When you are done ordering all of your refills, you can hang up.

To check on the status of a prescription:

· Dial the number above and wait for the greeting – then enter your full 9 digit Social Security number followed by the # sign.

· Press 2 (pharmacy prescriptions) – then press 2 again (check on prescriptions).

· Enter the RX# of the prescription you are checking on followed by the # key (if there is a letter after your RX#, do not enter it.
Last minute refills:

· If you have no refills left and are going to run out of medication before your next appointment:

· Dial the number above and wait for the greeting – then enter your full 9 digit Social Security number followed by the # sign.

· Press 2 (pharmacy prescriptions) - then press 8 – then press 1.

To talk to a Pharmacist

(About your medications, possible side effects, drugs which should not be taken together, and more):
· Dial the number above and wait for the greeting – then enter your full 9 digit Social Security number followed by the # sign.

· Press 2 (pharmacy prescriptions) - then press 8 – then press 2.

Pharmacists are available for advice Monday through Friday (except holidays) from 8:30am to 8:00pm, Saturday and Sunday from 8:30am to 6:00pm and holidays from 9:30am to 6:00pm.

Pharmacy Questions
Q.
Why do my medicines have different names?

Many medicines have a brand name and a chemical name. Our VA pharmacy uses only the chemical name, so you will need to use this name when asking for refills.

Q.
What does conversion to the VA formulary mean?

A formulary is a list of approved drugs. Most medicines belong to a group. Medicines within each group are alike. The VA decides which ones within each group will be best for our patients. These become part of the VA formulary. Your provider will always try to prescribe the medicine you are now taking. Sometimes these medications will not be available in the VA formulary. Your provider will then suggest a change to a medicine that is available. If your medication is changed, your new prescription will work the same as your old one.

Q.
Will I have to pay a co pay?

In some cases you may have to pay a minor co pay.

Q.
What is this medicine used for?

Sometimes the reason for the medication is written on the label. (For example: “For Infection”). Some medicines have more than one use, so the label may not state all the reasons. Always ask us questions to learn why you are taking each medicine. We want to help you.

Q.
Should I tell the pharmacist or provider if I am allergic to certain medications, even those from many years ago? 

Yes, it is very important to always tell us about any allergies. Your allergies can last a lifetime and may even get stronger with time.

Q.
If my medicines run out before my next visit, should I call for refills or just wait until my next visit?

Many medicines must be taken every day. Do not stop taking any medicines without first checking with your provider. When some medicines are stopped all at once, you could become very sick. You need to take all your medicines as ordered by your provider. 

Q.
Can I change my medicines on my own?

Always talk with your provider or the pharmacist before making any change.

VA Safety and Security

For your safety and the safety of others, please observe all VA rules.  The following items are not allowed on VA grounds:

· Guns, bullets, and any other kind of weapon

· Alcohol and illegal drugs

· Pets (unless approved)

· Gambling and loans with other patients and staff
During heightened security, back packs, brief cases, grocery bags, tote bags, and cameras will be subject to search by Police Officers.
Parking - The VA is not responsible for vehicles parked on VA property, even if stolen or damaged.
Fire/Disaster Drills
Practice fire and disaster drills are held routinely. If you hear the fire alarm, stay calm and follow the instructions from the staff.
Smoking Policy

VA facilities are smoke free.  If you or your visitors must smoke, please smoke in designated areas only.
Healthy Living Messages

1.  Get Involved in Your Health Care
There are many ways to take an active role. Work with your health care team to improve your health. Give your treatment team accurate and complete information about: Your current health problems. Your concerns about your health and past illnesses & hospitalizations

Cholesterol

· Lowering your cholesterol can lower your risk for heart disease.

· Know your cholesterol number.  If your level is high, your healthcare team can recommend changes in diet, activity, and medication.
Blood Pressure

· Have your blood pressure checked regularly (no less than every two years).

· Know if your blood pressure is high, normal, or low.

My height is:____________________.

My weight is:____________________.

My BMI is:______________________.

My cholesterol is:_________________.


My blood pressure is:______________.
2.  Be Tobacco Free
· Don’t use tobacco in any form.

· Avoid second hand smoke. 

· If you are pregnant, both you and your baby will benefit when you quit using tobacco.

· If you are using tobacco, the VA can help you quit.


How do you stop?

Smoking is an addiction. Quitting is very hard for most people. Our smoking cessation classes can help you kick the habit! Ask your healthcare team for more information. Tobacco in all forms has serious health risks!
3.  Be Physically Active
Avoid inactivity. Some activity is better than none.

 Aim for at least 2 1/2 hours of moderate-intensity aerobic activity each week.

 Every 10 minute session counts. Do strengthening activities at least 2 days each week.

Regular physical exercise is good for your mind and body! 

Exercise Helps:  

· Improve strength and endurance

· Improve flexibility

· Strengthen bones

· Your heart and circulation

· Reduce stress and anxiety

· Before starting any exercise program, talk with your provider about what is best for you.

4.  Eat Wisely

Eat wisely to maximize your health. Eat a variety of foods including vegetables, fruits and whole grains. It is important to include fat-free or low-fat milk and milk products in your diet, and limit total salt, fat, sugar, and alcohol. We offer nutrition counseling services.
Nutrition

· Eat less meat.

· Eat less salt.

· Eat less sugar.

· Eat five servings of fruits and vegetables a day.

· Eat six servings of grains a day.

· Use very little fats and oils.

· Know your Body Mass Index (BMI).  It is a way of using your height and weight to determine your risk for obesity, high blood pressure, heart disease and diabetes.
· Keep your BMI below 27.

5.  Strive for a Healthy Weight

If you need to lose weight, losing even a little will help. 

If you are of normal weight, maintain it. 

Staying in control of your weight helps you be healthy now and in the future.

 We offer a weight loss program for weight loss called MOVE! (www.move.va.gov) it is a weight management program for Veterans to help them lose weight and keep it off. It focuses on nutrition, healthy behavior and physical activity. There is no co-payment for this program. Talk to your Primary Care Team if you are interested in the MOVE! Program.
6.  Limit Alcohol

If you choose to drink alcohol, drink in moderation. Men no more than 2 drinks a day. Women no more than 1 drink a day and not at all if pregnant.

Too much alcohol in any form (beer, wine, or hard liquor) may cause problems like liver disease.

Avoid “binge drinking.” If you are concerned about your drinking, talk to your VA health care team about getting help.

Answer the following questions.

Q.
Have you ever felt you should cut down on your drinking?

Q.
Have people ever annoyed you by criticizing your drinking?

Q.
Have you ever felt guilty about your drinking?

Q.
Have you ever had a drink first thing in the morning to steady your nerves or to get rid of a hangover?
If you answered “Yes” to two or more these questions, please talk with your doctor or nurse.

7.
Get Recommended Screenings and Immunizations

Get the right preventive services including vaccines, screening test, and preventive medications. 

The pros and cons of receiving each service depend on your age, gender, and health status.

Find out which vaccines, screening tests and preventive medications are right for you!

Protect yourself with a:

· Tetanus shot every 10 years

· Pneumonia shot, as recommended by your provider

· Flu shot every year (pneumonia and flu shots are especially important for older veterans and everyone with diabetes, heart and lung disease, or other chronic health problems 


Get Your Flu Shot:

Every year in the United States, on an average of 5% to 20% of the population gets the flu. More than 200,000 people are hospitalized from flu complications. Deaths from flu-related causes range from 3,300 to 48,600 (average 23,600).  Please make sure you get your flu shot each year!
8.  Manage Stress

Pay attention to stress. Tools are available to help you manage and reduce your stress.
Pick up the phone if you are experiencing any emotional crisis and need to talk to a trained VA professional.  You’ll be immediately connected with a qualified caring provider who can help you.
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9.
Be Safe: Think Ahead

There are actions you can take to protect yourself and those you love from harm. 

Common safety issues are sexually transmitted infections, falls, and motor vehicle collisions. 

Please follow these tips for healthier living:

Safety

· Always wear your seat belt.  In Florida it is the law!

· Insist everyone in your vehicle buckle up.

· Wear a helmet when riding bicycles and operating motorcycles.

· Obey all speed limits.

· Do not drink and drive.

Sun Safety

The sunny weather in Florida and South Georgia increases your risk for getting skin cancers. To protect yourself:

· Wear a long-sleeved shirt outdoors

· Wear a wide-brimmed hat

· Don’t forget your sunglasses

· Use sunscreen with an SPF of greater than 15
Fall Safety

A simple fall can change your life. Just ask any of the thousands of older men and women who fall each year and break (sometimes called fracture) a bone.

Getting older can bring lots of changes. Sight, hearing, muscle strength, coordination and reflexes aren’t what they once were. Balance can be affected by diabetes and heart disease, or by problems with your circulation, thyroid or nervous system. Some medicines can cause dizziness. Any of these things can make a fall more likely.

You can help prevent falls by making changes to unsafe areas in your home.

In stairways, hallways, and pathways:

· Make sure there is good lighting with light switches at the top and bottom of the stairs.

· Keep areas where you walk tidy.

· Check that all carpets are fixed firmly to the floor so they won’t slip. Put nonslip strips on tile and wooden floors. You can buy these strips at the hardware store.

· Have handrails on both sides of all stairs from top to bottom and be sure they’re tightly fastened.
In bathrooms and powder rooms:
· Mount grab bars near toilets and on both the inside and outside of your tub and shower.

· Place nonskid mats, strips, or carpet on all surfaces that may get wet.

· Keep night lights on.

In your bedroom:

· Put night lights and light switches close to your bed. 

· Keep your telephone near your bed.

In other living areas:

· Keep electric cords and telephone wires near walls and away from walking paths.

· Tack down all carpets and area rugs firmly to the floor.

· Arrange your furniture (especially low coffee tables) and other objects so they are not in your way when you walk.

· Make sure your sofas and chairs are a good height for you, so that you can get into and out of them easily.
 What You Can Do For Good Oral Health
· Drink fluoridated water and use a fluoride toothpaste. Fluoride’s protection against tooth decay works at all ages.

· Take care of your teeth and gums. Thorough tooth brushing and flossing to reduce dental plaque can prevent gingivitis—the mildest form of gum disease.

· Avoid tobacco. In addition to the general health risks posed by tobacco, smokers have 4 times the risk of developing gum disease compared to non-smokers. Tobacco use in any form—cigarette, pipes, and smokeless (spit) tobacco—increases the risk for gum disease, oral and throat cancers, and oral fungal infection (candidiasis). Spit tobacco containing sugar increases the risk of tooth decay. Additional information is available at http://www.cdc.gov/nccdphp/publications/CDNR/.

· Limit alcohol. Heavy use of alcohol is also a risk factor for oral and throat cancers. When used alone, alcohol and tobacco are risk factors for oral cancers, but when used in combination the effects of alcohol and tobacco are even greater.

· Eat wisely. Adults should avoid snacks full of sugars and starches. The recommended five-a-day helping of fiber-rich fruits and vegetables stimulates salivary flow to aid re-mineralization of tooth surfaces with early stages of tooth decay.

· Visit the dentist regularly. Check-ups can detect early signs of oral health problems and can lead to treatments that will prevent further damage, and in some cases, reverse the problem. Professional tooth cleaning (prophylaxis) also is important for preventing oral problems, especially when self-care is difficult.

· Diabetic patients should work to maintain control of their disease. This will help prevent the complications of diabetes, including an increased risk of gum disease.

 Colorectal Cancer Screening
· If you are age 50-75, have your stool checked yearly for blood. It is recommended that you have a sigmoidoscopy every 5 years and/or colonoscopy every 10 years. This can lead to early detection of colon cancer. 
· Talk to your health care provider about what is best for you. The best option for you will depend on your current age, health, family history and personal preferences.

Cervical Cancer Screening (Women)

· Women should have a Pap smear at least once every three years to detect cervical cancer. 

· If you are older than 65 and have no previous abnormal Pap smears or not high risk for cervical cancer, you may be able to stop this screening. Talk to your health care provider about this choice.
Breast Cancer Screening (Women)

· Women aged 50-74 should have a mammogram at least once every 2 years. If you are aged 40-49, it is an individual decision based on your current health, family history, past history, and personal preferences. 

· If you are 75 years and older and not high risk for breast cancer, you may be able to stop this screening. Talk to your health care provider about this choice. 

Prostate Cancer Screening 

Everyone is different. Talk to your health care provider about the risks & benefits of prostate cancer screening. Together, the both of you can make a decision that is best for you.
Stop the Spread of Germs that Make You and Others Sick!

Serious respiratory illnesses like influenza (flu), swine flu (H1N1), respiratory syncytial virus (RSV), whooping cough, and severe acute respiratory syndrome (SARS) are 
spread by:

· Coughing or sneezing 

· Unclean hands 

To help stop the spread of germs, 

· Cover your mouth and nose with a tissue when you cough or sneeze. 

· If you don’t have a tissue, cough or sneeze into your upper sleeve, not your hands. 

· Put your used tissue in the waste basket. 

· Avoid touching your eyes, nose or mouth. Germs spread that way.

· Stay home if you are sick. 

· Clean your hands after coughing or sneezing

· Wash with soap and water.
Or 

· Clean with alcohol-based hand cleaner. 

Note: You may be asked to put on a surgical mask to protect others.

What is MRSA?

MRSA is a type of Staphylococcus aureus (staph) bacteria often found on the skin and in the nose of healthy people.  Staph that is resistant to the antibiotic methicillin (and other similar antibiotics) is known as Methicillin-resistant Staphylococcus aureus or MRSA. A different type of antibiotic is used to treat a MRSA infection.  
What is the difference between colonization and infection?

Colonization means MRSA is present on the body but the person is not infected or sick.  Infection means that MRSA is not only present but is also causing the person to be sick.  Up to 50% of patients are colonized with staph.
What does it mean to be placed in isolation?

Patients are put in “isolation” to prevent spreading of the bacteria to other people. The patient care area will have signs that remind staff and family to use isolation techniques. For example, hospital staff and visitors will wear gloves and gowns. 
How patients can help prevent the spread of MRSA?


· Wash hands frequently with the alcohol gel.  This is especially important after sneezing, blowing your nose, toileting, or touching or caring for a break in your skin.  

· Remind visitors to wash their hands and
put on gloves and gowns.

· Talk to staff members – speak up! 
Ask them, “Have you washed your hands?”

Keep all wounds completely covered with a bandage.

What is the North Florida/South Georgia Veterans Health System doing to prevent the spread of MRSA?  We are:

· Educating staff, patients, and visitors about MRSA and how it is transmitted.

· Identifying MRSA carriers by swabbing the nostrils (or noses) of all in-patients.

· Placing patients with MRSA in isolation.

· Emphasizing the importance of washing 
hands frequently.

MRSA prevention requires the cooperation of patients, families, and health care providers.  Working together, we can help eliminate this bacterium.  If you have any questions, please ask any of your healthcare workers.  We will be glad to help.

Help us help you protect yourself and loved ones from MRSA.

Follow good hygiene practices:

· Areas of your home such as the bathroom should be cleaned frequently because it can become contaminated with MDROs. 

· Make sure you wash your hands before and after preparing food. 

· Wash your hands before and after eating. 

· Keep your hands clean.  Always wash your hands after coughing, sneezing, changing a dressing, or going to the bathroom.  This should remove bacteria from your hands. 

· Wash with soap and water when obviously soiled otherwise it is okay to use alcohol-based hand rubs. 

· If you have been told that you are colonized or infected with an MDRO, notify the doctors or healthcare personnel that care for you

Hand Hygiene: The single most important thing that can be done to prevent the spread of infection.

Who? The North Florida/South Georgia Veterans Health System is a leader in providing excellent care to all veterans.  We would like YOU to join the team as a partner in your care.
What?   Hand hygiene is the single most important procedure that hospital staff do to prevent the spread of infection to you, the patient.  Hand hygiene means ALL hands - your hands, your family members’ hands, and your healthcare providers’ hands.
Why? Hand hygiene is very important.   Every year, 2.5 million patients develop infections.  The Centers for Disease Control in Atlanta reports that 30,000 patient deaths are directly caused by these infections.  An additional 70,000 patients had to stay in the hospital for a longer period of time because of problems caused by infections.  Hand Hygiene is so important that several government and professional agencies list hand hygiene in their healthcare guidelines.

How?

· Become a partner with your doctor, nurse, and other healthcare workers that enter your room.  Ask them the question, “Did you wash your hands?”  

· Always wash your own hands before meals and after using the bathroom.

· Wash your hands on entering and leaving your room.  You need to do this before and after any group activities in the hospital, too.

Keep your fingernails trimmed. 

· Don’t touch your wounds. 

· Keep your hands away from your face.

· When washing hands with soap and water, wet hands first with water, apply soap and rub hands together vigorously for at least 15 seconds, covering all surfaces of the hands and fingers.  Rinse hands with water and dry with a disposable towel.  Use towel to turn off the faucet.

· When cleaning hands with an alcohol-based hand rub, dispense a small amount in the palm of one hand and rub hands together, covering all surfaces of hands and fingers, until hands are dry.

Don’t be shy!
Ask the question, “did you wash your hands?” any time your healthcare worker is about to make direct physical contact with you or touches things that are used in your care.  This may be in your room or anywhere else in the hospital or clinics.

Your healthcare workers are interested in your care.  They expect you to ask them about hand hygiene!

Health Care for Homeless Veterans

HCHV serves vets in a community setting who do not have a permanent place to stay & who have medical & psychological needs. HCHV tries to improve the care of homeless vets by assisting them to get treatment in the VA or with community agencies.

Gainesville Office (our main office):


Jacksonville Office
1002 NW 23rd Ave.  





Jacksonville Outpatient Clinic

Gainesville, FL 32609





2748 University Blvd., W. Suite #101

352-379-7461 or 800-324-8387, ext 7461


Jacksonville, FL 32217
904-739-1872

Tallahassee Office:
Tallahassee Outpatient Clinic
1607 Saint James Court
Tallahassee, FL 32308
850-878-0191, ext 2023 or 800-541-8387, ext 2023
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Primary Care in the VA for Women

Women make up almost 15% of active duty military, National Guard, and Reserve units, and 6% of all VA patients.   More and more women are coming into the VA system.  The VA tries to treat men and women equally. The VA wants to give all veterans the very best care. With the increase in women veterans as patients, the VA is changing its idea of the “typical” veteran.  Doctors, nurses, and other staff now take classes and workshops on women’s health.  This gives them the skills they need to care for women returning from combat.

Each VA Outpatient Clinic and Community-Based Outpatient Clinic has a person called a Women’s Health Primary Care Provider (WH PCP).  The WH PCP has special training in women’s health.

Gainesville, Lake City, and Jacksonville have Women’s Clinics that offer health care to women veterans.  These clinics have separate waiting rooms.  They also offer a high degree of privacy, sensitivity, and physical comfort.

Specialty Services in the Women’s Clinic

Gynecology Clinic

Here women can have major and minor surgical procedures performed.   Women can be treated for all kinds of reproductive disorders. Tests and procedures include colposcopy, biopsy, laparoscopy, and hysterectomy.  Patients can also be treated for urinary incontinence.

Maternity/Newborn Care Services

Maternity care is offered by fee-basis referral to a community provider.  This includes care for pregnancy and delivery.  Newborn care is covered for seven days after birth. 

Women’s Primary Care Services

· Physical exam, including pelvic & breast exam

· Maternity care referrals

· Infertility evaluation & referrals

· Smoking cessation programs

· Osteoporosis testing & treatment

· Sexual trauma counseling

· Assessment for heart disease, high blood pressure & stroke risk

· Nutrition & Weight loss

· Family planning & birth control

· Menopause treatment, including hormones  if needed

· Flu shots & other vaccines

· Referrals for other services as needed 

Screening for:

· High blood pressure

· Breast cancer & fibrocystic disease

· Mammograms (fee basis)

· Cervical cancer – pap test

· Colorectal cancer

· High cholesterol

· Sexually transmitted diseases

· Diabetes

· Psycho-social issues that impact women’s health

If you have questions about the Women Veterans Health Program, call the Women Veterans Program Manager at: 352-379-4064 or 1-800-324-8387 x4064
Are you thinking about: 

Becoming Pregnant?  Pregnant?  or Breastfeeding?
 Know the Facts

· If you’re thinking about becoming pregnant, you can help your chances for having a healthy baby by planning ahead. You can make choices about which medicines to use before you get pregnant. Always talk to your doctor, nurse, or pharmacist first! It’s very important that you keep getting treatment for any health problems. 

· If you are pregnant your heart and kidneys work harder.  This makes some medicines pass through your body faster than usual. Your doctor might need to give you a higher dose of your medicines or make you take them more often.

· Some drugs can harm your baby during different stages of your pregnancy. At these times, your doctor might tell you to stop taking your regular medicine until it is safe to go back on it. Your doctor may put you on a different medicine that is safer for your baby.

· If you are breastfeeding it is possible to take medicine if necessary.  There are some medications when taken while breastfeeding that may cause side effects in your baby.

· Always ask your doctor before taking any medicine while breastfeeding.

Read the Label and Ask Questions

· The law says that all drug labels must list the risks for women who are pregnant or trying to get pregnant. 

· Your doctor, nurse, or pharmacist can help you choose the medicines that are right for you
Don’t take:

Aspirin

· Don’t take aspirin during the last 3 months of your pregnancy unless your doctor tells you to. Aspirin can cause problems for your baby.  It may cause problems when you are in labor.

Ibuprofen (Motrin, Advil) 

· Like aspirin, it may cause problems during the last 3 months of pregnancy and when you are in labor.
Products like herbs, minerals, amino acids

· These may not be safe for pregnant women, so it’s best not to use them. Even some “natural” products may not be good for women who are pregnant or nursing.

Vitamins

· Women who are pregnant should not take regular vitamins. Ask about special vitamins for pregnant women that can help keep you and your baby healthy
Caregivers of Veterans:

Call 1-855-260-3274 toll-free to reach VA’s Caregiver Support Line.  Learn how we can help you stay strong while you care for your loved ones.  Family members and friends spend about 20 hours a week or more taking care of Veterans. We can tell you about the kinds of resources that are available to you as caregiver. 

VA’s Caregiver Support Line can help you by:

· guiding you to resources to help you take care of your own needs. 

· helping you find “respite care” — someone to step in and provide care for your Veteran on a short-term basis. Respite care gives you a needed break from 24/7 service. 

· listening to you if you just need someone to talk to. 
Be a strong advocate for your Veteran and yourself by — 


· connecting you with people, tools, and resources. 

· answering your questions about VA health care and benefits. 

· helping you learn your way around the VA system.

· boosting your confidence in dealing with the VA.

Please Consider Volunteering
BENEFITS-Awards/CPR Certification/Flu Vaccine and more
REWARDS-Make New Friends/ Learn New Skills, Sense of Accomplishment
OPPORTUNITIES-Available in numerous services as well as VA outpatient clinics in North Florida South Georgia. Contribute to our very important mission of providing compassionate, quality care 
for our nation’s veterans! Gainesville 1-800-324-8387, ext. 6068 or Lake City 1-800-308-8387, ext. 2135

[image: image4.png]Asking these questions can help me:

Good ~Tikecare o my eakts
S Questions - Prpue formedical ests.
~Take my medicines heright way
for Your - Fdon't nec o el e o s i1 dor't

Good Health  understnd something. 1 can ask my doctor again.

* When 1Ask 3, Lam prepared. T know what to do for

my healh
Every time you talk with a doctor, nurse, or pharmacist, Write Your Doctor’s Answers to the 3 Ques-
e the Ask Me 3 questions (o beter understand your tions Here:
el - @ What s my min problem?
‘What is my main problem?
‘What do I need to do?
Why st important @Whatdo Tneed 0 do?
for me to do this?
When to Ask Questions
You can ask questions when:
+ You see your doctor, urse, orpharmacist. @Why i it important for me 0 do this?

+ You prepare for a medical tes or procedure.
* You get your medicine.

‘What If I Ask and Still Don’t Understand?

+ Let your doctor, nurse, or pharmacist know if you sl
don’t understand what you need (0 do.

+ You might say, “This s new 0 me. Wil you please ex-
plain that o me one more time?™

‘Who Needs to Ask 37

Everyone wants help with health information. You arc not
alone i you ind things confusing at imes. Asking questions
elps you understand hon o stay well or 10 get better

The Ask Me 3 questions are designed to help you take better
care of your health

“Toleam more, visit www npsforg/askme3
Your tor, Nurse, and Pharmacist Ask Me 3TM is an educational program provided by the.

Want to Answer 3 Partnership for Clear Health Communication at the Na-

Ate you nervous to ask your health provider questions? tional Patient Safety Foundation™ -  coalition of national

Don't be. You may be surprised to lear that your organizations that arc working together to promote awarcness

medical team wants you to et ther know that you need help.  and solutions around the issue of low health literacy and its
effect on safe care and health outcomes

Like al of s, doctors have busy schedules. Yet you doctor
wanis youto know:

+ Al you can about your condition.

+ Why this is important for your health

+ Steps o take to keep your condition under control.

Partnership for

Clear Health Communication
s the Nationl Paien ey Foundtion™

AbaE 100 wwwnpsorgfaskme3




[image: image5.png]My HealtheVet- VA's Award-Winning Personal Health Record
Anywhere, Any Time Internet Access to VA Care

My HealtheVet is a web-based application to offer Veterans, active duty soldiers, their
dependents and caregivers anywhere, anytime Internet access to VA health care information and
services. With My HealtheVet, America’s Veterans can access trusted, secure, and current health
and benefits information as well as record and store important health and military history
information at their convenience. Registering and using My HealtheVet is easy and it's free!

VA's Personal Health Record
Access Health Resources
Track Your Health

Refill VA Prescriptions

Register Today!
www.myhealth.va.gov
Links on the Homepage

In Case of Emergency

A convenient electronic log where you can record your emergency contacts.
VA Prescription Refills

Just a few keystrokes and your medication s on its way to your doorstep.
Medical Libraries

Access two extensive online medical libraries: MedlinePlus® and Healthwise®.
Physicians & Providers

Keep track of all your health care providers in one convenient location.
Vitals

Monitor and graph numerous health statistics online, such as blood pressure and blood sugar.
Military Health History

Keep track of all your military health information.

VA Honors

Read about VA news and features on Veterans

Veterans who receive care at a VA facility should ask about In-Person Authentication or "IPA".
IPA is a process used as an additional safety and security measure to verify a My HealtheVet
user’s identity. Registered My HealtheVet users who are VA patients and have completed the
IPA process will be able to view the names of their VA prescriptions, access their personal VA
Wellness Reminders, and communicate with their providers through Secure Messaging as that
benefit is delivered to cach facility.

Take charge of your health and log on today: www.myhealth.va.gov




Gainesville and Lake City Maps
For maps Gainesville and Lake City facilities, go to:  http://www.northflorida.va.gov/NORTHFLORIDA/visitors/campus.asp
Off Site Clinics in Gainesville

Go to this website for locations of offsite clinics:  

http://www.northflorida.va.gov/NORTHFLORIDA/about/locations.asp

ATM Machines

ATM machines are located in the basement beside the Credit Union in Gainesville, and on the 1st floor front lobby in Lake City.
Advance Directives

What is an Advance Directive?
An Advance Directives is a fancy term used to describe legal papers. These papers let you write instructions for others to follow about your medical future. Don't confuse these papers with the legal document called a WILL. This paper has to do with finances and property. They are not the same! 
Advance Directives give you the right to decide whether to accept treatment that might extend your life artificially. Advance Directives can help your family and friends, by relieving them of the stress of making difficult decisions for you. If you make your wishes known, they can accept your condition and the care you are getting, knowing what you wanted.

Advanced Directives can be very helpful for your physician and other members of your treatment team. Knowing what you want ahead of time may make difficult treatment choices easier to make later on.

Advanced Directives are made while you are able to make informed decisions about your health care. Don't wait until you are too sick to think clearly about these very important decisions.

There are two common types of Advance Directives they are Health Care Surrogate and Living Will.

Health Care Surrogate:
In this written document, you can choose a person to make decisions for you in case you can't. These decisions involve medical treatments; not financial or other legal decisions. 
Making this choice is very important. Most people choose someone who knows them well and will respect and honor their wishes. You can also choose a second person in case your first choice is unavailable or unable to make decisions for you when the time comes.

Living Will:

This document is a written statement with instructions about what type of healthcare you want at the end of life. You must be 18 years of age or older and of sound mind to make a living will. Making a living will doesn't mean you won't get the care you need. This is a chance to make your wishes known. Be specific as you can so there is no misunderstanding of what you want.
Living wills cover specific areas such as whether or not you want:
· Cardiopulmonary resuscitation (CPR) in case your heart or breathing stops
· Intravenous (IV) fluids, food and medications
· Feeding tubes-put down your nose or into your stomach
· Respirators-the machines that help you to breath if you can’t
· Anything else that may be important to you
Your Rights:

· You have the right to accept or refuse any medical treatment

· You have the right to complete a durable power of attorney for health care

· You have the right to complete a living will

Your Responsibilities:

If you have an advance directive, it’s important to provide the VHA a copy for your health record.  You should also provide copies to family members or close friends to communicate your preferences.
Consider an Advance Directive in your health care planning.
· Know your rights

· Plan ahead 

· Fill out and go over your Advance Directive carefully

· Talk about your wishes with your family and doctor

· Express your wishes clearly

If you need help in making out an Advance Directive or would like to know more, ask your social worker or one of the health care team members for their help.  He or she can talk about Advance Directives with you and help you fill out the forms. It’s also good to carry a notice with you at all times letting people know you have filed an Advance Directive.  Fill out the small form below and keep this form in your wallet. 
To access the Advance Directive Forms, go to:  www.va.gov/vaforms/medical/pdf/vha-10-0137-fill.pdf
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Lake City (Con't)	PHONE


Eye Clinic	3148


Eligibility	2059


Billing/Co-Pay	866-793-4591


Phone Advice (Telecare)(8a-4p)	2805


Credit Union	752-7894


Lecanto VA Clinic 


2804 W. Marc Knighton Court	(352) 746-8000


Lecanto, FL 34461	FAX (352) 746-8001


Marianna Community Based Outpatient Clinic


4970 Highway 90	(850) 718-5620 or (866) 512-8387


Marianna, FL 32446	FAX (850) 718-5670


Ocala Community Based Outpatient Clinic 


1515 E. Silver Springs Blvd.


Suite 226 (Cascades Complex)	(352) 369-3320


Ocala, FL 34470	FAX (352) 369-3324


Ocala West Specialty Clinic-Optometry/Audiology/Optical 


3307 SW 26th Ave………………………………(352)861-3940 


Ocala, FL 34474…………………………FAX (352)861-3941


Palatka Community Based Outpatient Clinic 


400 North State Road 19


Suite 48	(386) 329-8800


Palatka, FL 32177	FAX (386) 329-8805


St. Augustine Community Based Outpatient Clinic 


1955 US 1 South, Suite 200 


St. Augustine, FL 32086	(866) 401-8387


Eligibility/Enrollment/Patient Travel	(904) 494-2852


Primary Care	(904) 494-2841


Release of Information	(904) 494-0620


Scheduling:


 Mental Health	(904) 494-2851


Primary Care	(904) 494-2841


Specialty clinics: Minor Surgery, Podiatry,


 Pulmonary, Women’s Health	(904) 494-2851


St. Mary's Community Based Outpatient Clinic


205 Lake Shore Point	(912) 510-3420


St. Mary's, GA 31558	FAX (912) 510-3425


Tallahassee VA Outpatient Clinic 	(850) 878-0191 or


1607 St. James Court  	(800) 541-8387


Tallahassee, FL 32308	FAX (850) 878-8900


Release of Information	2083/FAX 850-878-8901


Scheduling	2068/2069/2071/2068


Podiatry/Urology/Women’s clinic/Nutrition	2412


Physical Therapy/Dental/Orthopedics	2146


Pharmacy	2116


Eligibility/Means Test	2074


Prosthetics	2063/2101


Mental Health/Audiology Annex


1615 Mahan Center Blvd	850-521-5700


Tallahassee, FL 32308	866-330-1070


Audiology/Optometry	1222


 Insurance/Billing	1209 





CLINIC	PHONE


Gainesville VA Medical Center……(352) 376-1611 or


1601 SW Archer Road 	(800) 324-8387


Gainesville, FL 32608	FAX (352) 374-6113


Billing	855-798-9780


Dermatology (5571 SW 64th St)	6770


Eligibility	6816/6726


Doctor Assignment	7332


ENT/Plastic Clinic	4072


Eye Clinic (1st FL - Ophthalmology)	6214/6215


Optometry (SW 64th St)	4908


Medical Clinic	4412


Mental Health	6456/6074


Optical Dispensary(SW 64th St)	2020


Patient Advocate	6019


Patient Travel	4078


Pharmacy	6105


Release of Information	6046


Scheduling	6173


Telcare	(352) 379-4142 or (800) 988-5641


Urgent Care	5790


Jacksonville VA Outpatient Clinic 


Methodist Professional Building 	(904) 232-2751 or  


1833 Boulevard	(877) 870-5048


Jacksonville, FL 32206	FAX (904) 232-2149


Blue Team	 2000


Dietitian	1001


Eligibility	3010/3004


Eye Clinic	(904) 244-9220


GYN	2090


Lab	2048


Mental Health	5520


Pharmacy	5530


Physical Therapy	3002


Police	1031


Prosthetics	904-470-6900


Radiology	2043


Red Team 	5510


Rehab Medicine	904-470-6900


Release of Information	3003


Salisbury Clinic (GI, Podiatry, Ortho)	(904) 265-9500


Social Services	3001


Specialty Services (Audio, Cardio, Derm)	3048


State VSO	3005/3008


Travel	3010


SouthPoint Clinic (Green and Orange Teams)	(904) 470-6900


Women's Clinic	5551


Lake City VA Medical Center	(386) 755-3016 or


619 S. Marion Avenue	(800) 308-8387


Lake City, FL 32025 	FAX (386) 758-3209


Telcare (after hours 4p-8a)	3400


Scheduling	79-4142


Doctor Assignment	2892


Means Test	3270


Women’s Clinic	2024


Release of Information	2514/2958


Patient Travel	2061


Patient Advocate	2073











Valdosta Outpatient Clinic……………...1-877-303-8387


2841 North Patterson Street 	(229) 293-0132


Valdosta, GA 31602	FAX (229) 293-0162





Waycross Outreach Clinic……………1-877-843-6570


515B City Boulevard	(912) 279-4400


Waycross, GA  31501	FAX (912) 279-4448





The Villages Outpatient Clinic……….1-877-649-0024


8900 SE 165th Mulberry Ln.	(352) 674-5000


The Villages, FL 32162	FAX (352) 674-5030
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