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The Perfect Visit - A Nurse's View
Good afternoon.  Welcome to My HealtheVet session 219, The Perfect Visit: A Nurse's View.  I am Jackie Tatum, my colleague Sharon Durio and I are the presenters for this session.  We have chosen a didactic approach to help you discover greater teaching and patient learning opportunity.  No matter the setting, My HealtheVet can be shared with our veteran patients without spending a lot of your clinical time.  This presentation was designed in simple format to help nurses engage in an interactive My HealtheVet experience, and also to enable My HealtheVet point of contacts to introduce and educate nurses or other clinicians to My HealtheVet, and for you to receive helpful navigational tips to avoid any particular time traps.  What do I mean by time traps?  Time traps for us will be any event, whether it's avoidable or unavoidable, that will extend the predicted time for your education session.  As we go forward I encourage you to hold your question till the very end.  We have index cards for questions if you have them, and you may submit them at the end of our presentation.  This instructional session is a model for continuing education for both patient and staff.  Also to market My HealtheVet to other veteran support organizations and also wraparound services in the community, including your community partners where veterans are served.

The learning objectives for this session are to better understand how My HealtheVet can be incorporated into the clinical setting.  To demonstrate for a nurse's perspective how My HealtheVet may be used from intake to home.  Lastly, identify the educational opportunities in My HealtheVet.  As we continue to discuss key elements of the perfect visit we will be able to identify those educational opportunities My HealtheVet affords the clinician, managing the demands of a daily patient care routine, and also education.  Hopefully we will have time for you to give us some discussion about your personal experiences and teaching observations later.

Just to provide an overview, My HealtheVet is an online environment where veterans, family, and clinicians can come together to optimize veterans' healthcare.  It utilizes a web-based technology that combines essential patient record information and online health resources to foster patient/clinician collaboration and shared decision making.  It gives veterans access to information on health, VA benefits, special programs, online services, and tracking tools.  Learning is an iterative process and we want you to remember these statements when you are trying to encourage a patient, family member, or perhaps a VA employee to use My HealtheVet.  Unless we well identify what's in it for me, our veterans will not take hold to the practical use of My HealtheVet in their daily living for health and wellness and the concept of managing their own care.  Let's prepare for the perfect visit with a brief discussion of some essential clinical visit characteristics.

I'm a registered nurse, and I have been for over 30 years, but for the past 3 years I have worked with veterans through bouts of intimidation, fear, resistance to change, and feeling very pessimistic about being able to use My HealtheVet to assist them with their care and education needs.  Coaching patients in person and over the phone, these characteristics of the clinical visit experience have remained constant over time when it comes to achieving buy-in.  My HealtheVet promotes continuity of care from venue to venue.  What is entered never changes, and it is retrievable to reinforce medication and treatment adherence and improve patient understanding, while providers have more time to plan with the patient's input.  It will minimize the time needed to access information, which will allow you time to assess the patient's learning needs and better plan and focus the education session.  Take the lead and ask the right questions.  Education researchers say if we can affect a patient's level of confidence, that is their self efficacy, in being able to do something about their symptoms, attitudes and beliefs change.  Patients become involved in decision-making.  My HealtheVet can foster self-care and decision-making related to the patient's care and treatment.  Patients come to us from diverse backgrounds, education levels, with different health behaviors and learning styles.  My HealtheVet is adaptable, and you will encounter this during your experience with the use of it.  Teaching sessions with veterans show them how much we care.  We can enhance communication and lay a foundation for personal mastery.  Self management coupled with personal mastery of My HealtheVet equals a developed personal health record.

My HealtheVet's personal health record is growing and will continue to grow with the assistance of the VistA electronic health information system, which now currently attaches itself to the My HealtheVet portal, and lights the way to a partnership for veterans and healthcare providers.  Currently the information that's available now if you aren't an in-person authenticated veteran, is the ability to only see your medications.  This is just a one-way path now with VistA being in the operation.  There's now no interchange, but that is something that they're planning to move toward in the future.  Helping a patient develop his own personal record can be rewarding to the patient and to the provider.  Everyone wants help with health information.  The technological concepts of My HealtheVet electronic health record puts veterans in the clinical environment where enhanced communication empowers them to ask questions and feel a part of the health team.  No longer do they feel left out, but they become center stage in the management of their care with others.  When there's a doubt about the plan of care, medication, or medical problem, there is immediate access through the My HealtheVet portal to education information.  As patients learn how to self enter their personal health readings like blood pressures, weights, blood glucose levels, they begin to determine for themselves progress versus opportunity for improvement.  They begin to learn more about themselves.  My HealtheVet is a one-stop shop.  Your role expands.  Not only are you an educator, no longer are you just a provider within a healthcare system, or a My HealtheVet point of contact, or volunteer, you now become a navigator.  A navigator to web-based technology.  You establish the best scenario to introduce and to educate.  And I would like to now offer to you a checklist to help you to assist getting started with the perfect nurse visit or the perfect professional nurse visit.

There are three things I would like for you to consider.  One is the environment, where privacy and security are paramount.  And if you want to avoid your time traps, you would want to consider that the environment is critical in terms of privacy and security, and it's to allow their fears and their loss of personal information, you would want the patient to feel as extremely comfortable as possible.  With your access to a computer being only for you and your patient, and a lot of times you may find that challenging in some of your clinical environments.  And also I've had nurses to tell me that it's very difficult to find a printer where it's only one person that can use it.  So what I've advised them to do is to be creative, find where there's the least amount of traffic, and it's in the environment where there are other VA employees and you'll be able to access that information, and you'll be able to minimize your interruptions in terms of getting the information to the patient.  In terms of process, the way you start out will be the way that you finish.  And so my suggestion here is that you always assess for the level of interest, their cognitive, their physical, and their mental capacity, as well as dexterity.  We have older veterans with a mean age of 60 and a lot of times it's really hard for them to understand the movement of a mouse and keys and all of that.  So if the patient doesn't understand, he'll never achieve his learning goal, or if he becomes discouraged.  So develop a very focused education plan, but keep it very simple, and make the outcome simple so that they as a patient can feel a sense of achievement.  Always review your content and document.  And when you plan for follow-up and documentation, also consider an opportunity of how or what tool you might use for that documentation so that way it becomes a seamless message no matter what venue that patient is in.  A little bit later I'm going to show you a clinical reminder that we've been working on in draft that you might find useful.  Lastly, teamwork.  Attitudes and skills of people directly influence the success of teamwork in patient education.  Emphasis on communication, mutual respect, and the desire to work as a team must be established while recognizing a common goal that meets the patient's urgent need.  We have a great program at the Durham VA medical center, and oftentimes in order to get the patients to really buy-in to a program or to buy-in to just one incremental goal that's set for them, even if it means just walking down some steps, if they decide they want to do just walking down the steps then we have found that they find satisfaction in picking what the goal is and then having some sense of accomplishment in doing so.  As you plan your perfect visit, we have information levels that I've found to be wonderful teaching tools because you're going to find a little bit later in the video how they can work for you.  

When I talk about information access levels I'm talking about the different levels that My HealtheVet offers.  As you well know, you can actually go on the My HealtheVet website, you're not registered, but of course you have restricted access.  And there you see a description of the features that you can actually use.  Here the patient, you whet his appetite, and he begins to understand that there's an opportunity for me to learn, and it's like your bait if you will, to draw them in and to gain their interest.  And after doing that, once you've piqued their interest then hopefully the next step will be well, do you want to register Mr. Brown?  And Mr. Brown may say well, if I can just see this benefit information, well what else can it do?  

And then you've caught them in a situation where you can say well, how would you like to be registered, and when you're registered these are all the things that can happen to you, and you'll have access.  By this time you've used a way of saying well baby steps is maybe I just show him the front page, and that's all the education I'll do for today.  And then the next time you see him you'll say maybe we can go to level two.  But you can show him all the different levels and the features, but to keep it short and simple you may elect to just try one of these levels to help them understand, if you print these out later when you can go home and have access, I think it will be a really great tool for you to use to kind of illustrate for them just what it is My HealtheVet offers in the different levels.

Now in the third level, of course everyone is aware of IPA, right?  So this is where you're the registered in-person authenticated user, and not only do you have access to levels one and two, so it's like here's the carrot, you can now see the names of your prescriptions.  And that's the way I've been able to draw patients in, to get them IPA'd.  Do you want to see the names of your prescriptions?  Are you tired of seeing the numbers actually change and it's the same drug, but you don't know it's the same drug because it doesn't show the name?  Yeah, gosh darnit, I'm tired of that.  And so what they'll actually do, they will want to be IPA'd just to do that and then the carrot gets bigger when they learn that they may be able to see other features.  And that's how we draw them in.  And so this is one way of using this as a teaching tool in the future, where they begin to see that there's opportunity for more and more information right at their fingertips, in their home, and there's less number of dropped calls, and that is a high satisfaction factor for our patients.

Now I'd like to introduce you to a perfect visit, and this is a level one, I've already defined it and you may have seen it earlier this morning if you came early for the first general session, but I wanted to show this to you to give you an idea of the fact that it only takes just a few minutes to have a teaching session.  So when we talk about incorporating it into our time, I want you to be able to do this.

Hi Mr. Martin.

Hi Tony.

How are you?

Just great, thank you.

Good.  I know that Dr. Lopez talked with you today about controlling your diabetes.  Do you have any questions?

Yes Tony, I do have a lot of questions, but I don't seem to remember them until I get home.

That's understandable.  You get a lot of information when you come for your clinic visits.  But the VA has made that a little easier.  They've created a secure web portal that delivers health and wellness information to veterans.  It's called My HealtheVet.  Have you heard about it?

No Tony, I haven't.

Well let me share a few things about My HealtheVet.  You can find health education materials under the research health tab.  You can also renew your prescriptions online.  Do you use the VA prescription services?

Yes I do.

You can renew your prescriptions online, they come straight to your door.  And you also said that you have been tracking your diabetes and walking on the treadmill.  Well the VA in the My HealtheVet portal we have journal entries, you can create your own journals, log them in, and they're stored there so that you always have that information.  And that's under the track health tab.

That is great.

You can also view your VA medications.  It gets even better.  Soon we'll be adding features that lets you look at your lab and X-ray results.  But that requires upgraded access.  You have to request that in person, but you can just visit our release of information department with a photo ID.

Isn't that a lot of information, a lot of my information being put out there?

That's a lot of information out there, but the VA has taken measures to make sure your health information is secure.  You information, or your entries, can only be accessed when you log in using a screen name and password you create yourself.  You can also print out your journal entries and bring them to your clinic visits, and your provider will go over your entries with you.

Tony, what kind of information can I enter?

You can enter a lot of information, but I'm just going to highlight a few that are relative to you.  You can enter blood glucose levels, blood pressure, and heart rate.  Diet and exercise.  Weight.  My HealtheVet even creates graphs that help you track your progress.  Now that's too cool, Mr. Martin.

Tony, that is great.  I usually keep a journal of my sugars and how many miles do I walk on my treadmill.

All of your health information is in one place, easy to find and update.  A lot of patients like to print out a summary worksheet.  They use it to jot down information when they're away from their computer and then enter it later.  You can pull up information that we enter too.  We're adding features that will let you go online and check your VA appointments and co-pay balances.

Great Tony.  I guess my granddaughter can help me set it up.

All you need is a computer with Internet access and you're ready to go, Mr. Martin.

Sounds good.  I definitely will check it out.

Here are a couple of brochures that cover the basics, Mr. Martin.  You can also find more information on the My HealtheVet website.  Or call our office if you have questions.

Thank you Tony, I'll be back, but I'll be better prepared.

That's the idea, Mr. Martin.  You're an integral members of your healthcare team.  Take care of yourself.
My name is Sharon Durio, I am like many of you with multi hats, the patient health education coordinator at the Hampton VA Medical Center in Hampton, Virginia.  Virginia Beach, most people are familiar with that area.  Also, I am the My HealtheVet point of contact for that facility, as well as the VISN 6 My HealtheVet co-chair of our My HealtheVet workgroup.  So Jackie and I have done a lot together, and we're just proud to be able to come to you and provide you this information.  Now the video that we viewed, we noticed that the nurse utilized the patient visit to provide an overview of the key functions of My HealtheVet.  Have anyone of you used that to incorporate into your clinical setting?  We've got one, fantastic.  So we hope that you can take some of this information back to you and put it into practice as well.  Now during this portion of our class what we're going to do is explore some of those features that they talked about in the video, so you can have a little bit more idea where we're going with this.  And we want to make sure that we design the perfect nurse visit.  But before we do anything, I want us to take a couple of deep breaths, again, and relax.  I did a good thing, I went by and got my VeHU stress reliever tabs, so if you're going to the exhibit today stop by the CPRS booth and they have that for you.  The only thing I said was this must be the small strength because there's no chocolate in it, so we're kind of in trouble.  But it will get me started as well.  Well as you know, as professionals many of you have been involved in the transformation from nurse provider directed care to patient self managed care.  This is a new foundation that has been paramount in delivery and focus of care and shared decision-making between the nurse, provider, and patient.  And according to the authors, and we have several books for you to view over there, of Health Promotion and Nursing Practice, the self care movement has been systematically designed to help patients maximize health actions in order to minimize health threats.  The correspondence to this also is the Healthy People 2010, and I hope a lot of you had a chance to read that thick book at some time or another, but you know that kind of directs where we're going nationally.  And it did emphasize that self managed care empowers patients to make informed decisions, thereby becoming active partners in our health.  And that's what it's all about.  Now Jackie had a chance to share in her eHealth slide some of the common threads throughout this whole paradigm shift that we're going to, and that is that we must provide our patients with an educational tool that is going to help them self manage their care.  They need to be self nurtured, they want self improvement, and continued self growth.  And guess what?  My HealtheVet is designed to do just that.  So we're going to take you on a little cruise so we can give you a overview of where we're going.

Now many of you may already know, but My HealtheVet can be accessed in several ways.  The nice feature is when they put it on the CPR toolbar, where you can click on the link that goes straight to the My HealtheVet web page.  But some VA's have chosen to use the intranet site such as what we did in VISN 6 as well, where they can click on My HealtheVet as well through that area.  But then there's a few still slow VA's that require them to access it the traditional way, which is logging on the toolbar, www.myhealth.va.gov.  So you want to make sure whichever way you go, you want to make sure that the patient, who's also going to access it this way, that they be aware of how to access My HealtheVet, and also I would during my first session with the veteran have them put it on our favorites, so they'll know exactly where to go and they don't have to keep typing in the information.  

Now on the next slide we're looking at what we call the introduction page, or some people might call it the splash page.  This is designed to give users an overview of what My HealtheVet is all about, introduce them to the new features, and if you're familiar with My HealtheVet, there's new features coming out all the time.  It also answers frequent questions and concerns.  And, if you want to access the actual My HealtheVet home page you only need to click on one of the two links that are listed there as well.  Now I'm going to give you a couple of sidebar notes through this whole conversation or presentation, and this one I wanted to let you know that this slide and the next slide that's going to follow, this is what My HealtheVet is going to look to you now if you went on today.  But you're going to have a treat, you're going to be able to see what My HealtheVet is going to look like on Saturday when the new 8.0 release is coming out, which has got some really nice features.  So I hope you enjoy your tour.

And this is the My HealtheVet home page that we have now, and I just wanted to point out just a couple of key features to you as well.  Over on our far left side is where we do the traditional registration.  On this page we want to make sure that the information that they put in, the veteran puts in, where they can log on with their user ID and password, and then they would click on the registration piece to actually get onto the online registration.  And this is really important because we want to make sure in order to maximize theirself in the different levels that Jackie was talking about, we want to make sure that they are a registered veteran as well.  Also, in number two at the bottom where we have in-person authentication.  In order for an even more robust feature we want them to be authenticated and come in for the in-person authentication.  They must do this at the medical center.  They cannot call in and not just tell you, they must actually come in.  So in order to be what they call authenticated, basically what they're just doing is verifying who they say that they are.  So we just want them to come in and make sure that we have that information.  And this process is what again called the in-person authentication process, or IPA for short.  Veterans that are IPA are then given level three access, which is the ability ----  I want to also make sure that you know with the authentication process there's basically four steps that the veterans go to.  The first step is that they must verify that they are a My HealtheVet user.  And that's the easy thing, we just take it as an honesty policy, they don't have to go into anything different but we just need to ask them as you a My HealtheVet registered user and they just confirm yes or no.  Then they must present a picture ID.  Now of course the most preferred one is the VA VIC card that we use all the time, and most of that is what they usually present.  But we will take any government-issued picture card from them as part of that process.  Then they must view a short orientation video.  Now I must tell you right up front, it's a pretty nice real quick video to give a lot of information, but it star Bo Derek, so as you can imagine I haven't received one congressional one complaint about viewing that video.  So that's a pretty easy process.  And then they must sign a release of information form, which is just a traditional VA form that they would at the release of information office, only this one is just designed for a couple of additional lines for My HealtheVet.  Just for your own knowledge it's VA form 10-5345A.  But the nice thing about it is that right through that link where it say in-person authentication, that the veteran can access both the form as well as the video.  So I often have many of my veterans go on at home or a convenient area to view the video as well as fill out the form and they just bring it in.  That will cut that trip in half, because basically at that point all they have to do is come to the medical center and we encourage them to do it during our appointment time.  They just bring in the form and present their ID and voila, it's already done.  So that cuts it in less than five minutes, so that's the way we recommend that they do it.  And again, most of this is done through your release of information office.  Also, I want to move up to number three, just a little higher, where it points out the most popular feature that you probably heard already, which is the online prescription refill.  And the veterans just love this, they're just very excited about this because it makes their lives much easier.  We are happy to say that the My HealtheVet project will be celebrating its second anniversary in processing online prescription refills.  And since August 31st of 2005, we have a record of over 3.5 million medications that have been processed through My HealtheVet, which is wonderful.  And particularly since a lot of my veterans have called or have said that the CMOP consolidated mail-in pharmacy program can be kind of difficult since they have to use the telephone, and some of them admit that they have problems manipulating the keys on the phone or remembering all the steps, next push 1, next push 2, next push 3.  And we're going to look at that and you can see how easy this process is, and it makes it a lot faster.  Also I've had several veterans to come up to me and say I don't know what it is about ordering that medication on My HealtheVet, but it looks like it comes in a lot faster, usually about 3 days when traditionally it will take them 5-7.  So that's another bonus to get them to use the My HealtheVet for their online feature as well.  And just a little background, I checked it out with my pharmacy and he said it really shouldn't be much different, but traditionally what they do is process the easy requests up front and the My HealtheVets tend to be the easiest ones, so they can process them right away.  So that would explain why they're getting their medication a little faster in that area.  So that's just a little side hint for you to remember.  And finally in number four at the top of the page are the tabs for personal information, pharmacy, research health, get care, and track health.  And we're going to be using these as we navigate our way through the My Healthe portal.  But guess what?  

You've got a patient.  Thought you was going to get away with that at VeHU, right?  So I want you to meet your first patient.  This is Mr. Joe Veteran.  He's a 65 year old white male with a medical history of diabetes type 2, he also has cholesterol and osteoarthritis.  At his recent appointment has had a little showing of his blood pressure running up, it was about 140/93.  Joe's here today because his physician wants to monitor it a little bit more since he's kind of running borderline.  He's requested that the nurse, that's you, educate Joe on ways to lower his risk.  Joe is asked to track his blood pressure, his weight, and to keep a food journal using My HealtheVet.  Joe is a registered My HealtheVet user.  Good job, Joe.  And he's gone through the IPA process as well, so that gives him level three access where he can take advantage of all the features.  Now for the purpose of this session we're going to pretend that Joe is with us today.  Hi Joe, welcome.  And that the medical center that we have is full accessed, with the whole full environment for electronic access.  Now I know many of you, like me, probably said ha, ha, ha, we don't have that at our medical center.  We don't either.  But I just want to keep you in mind of what Jackie said, that some facilities may have this wonderful setting where there are environments where they can log onto My HealtheVet in a private and a secure setting, and that they may have a triage office or waiting room area where they can take the veteran and guide them through and print off all the nice little print-offs.  But some of us aren't so fortunate, so we can still use My HealtheVet.  We're not going to let that get an advantage of us.  We can also have the veterans print off information and bring it in, like his medication list.  And in the case with Joe, because we know we're going to be talking to him about his blood pressure, we're going to ask him to bring in his blood pressure tracking sheet as well as his food journal.  And we just want to remind you, because you are the nurse you're in control of their education environment, and we want you to maximize the setting for optimum result.

Now this is how Joe got on, again the traditional type in www.myhealth.va.gov, he enters user ID mhvuser, and his password mhvdemo#1.  Also just want to remind you, there's some guides as they register that requires them to be able to put in certain keywords, just like the thing that we go through when we have to change our passwords I believe every 90 days, that the first one I think has to be about 6-12 characters, and that second one also has to be inclusive with a special character and a number sign as well.  So sometimes you may run into a veteran that says I can't put this in, it's not taking my registration.  Basically it's because they didn't follow the little guidelines to specify, so if you want to help them you have to make sure that that's taken care of as well.  Then also Joe could register after he's come in through the log-in page, and to get started I'm going to follow Joe so that we can see what the information looks like from his end.  But again, as a sidebar I wanted to mention that during the conference we're currently under some limitation restrictions, you know all that stuff that's been happening in the VA about computers being stolen and you can't use your thumb drive and da da da.  Well we kind of got hit with that too, so I just want to let you know that we're not going to be able to do live access we had planned today, but we are going to be able to explore some of those key features and we're going to share those with you.  But we hope that you'll take this information back as well and explore them back further.  Also, we want to also state a disclaimer.  We found that some of the information might not be exactly accurate, so please bear with us, it's just for demonstration purposes at this point, and we've reported those things, or we're going to be reporting those things back to national so they can make those changes.  

And give you another view of what the refill prescription looks like again that we talked about.

And this is a fuller view of that same medication, so they can see now the prescription name, the date that it was filled on, when it was submitted, the facility they receive it for, and this is just a demo so that's why you see SLC4, the date that was ordered on, the quantity, and refills remaining, as well as the expiration date.  So if we look over all at what's going on in our life with Joe, we can see that we got a pretty good picture of what his health look like.  We know that Joe's been tracking his blood pressure, and has been using the online refill option, and although he can improve on how he uses the food and activity journal, he's shown a good start.  He has also used My HealtheVet to create a comprehensive listing of the health history and that of his family, and we see that he has kept good records of the care that he receives and where he receives it.  And we already said that this information is going to prove very important in case of an emergency.  Although as his nurse you want to make sure again that you enhance his usage even more by encouraging him to bring information in during his regular visit.  And I know a lot of you may say that I don't see how I'm going to find the time for this, I've already got a thousand things to do and a thousand patients, but I encourage you that the first visit may be a little bit more extended because of some of the things that you want to make sure, but after that it's going to get easier because the veteran is already going to be familiar with My HealtheVet, they'll know what your expectations are for him to bring in or her to bring in, and you can just kind of quickly review the information.  So it seems kind of overwhelming right now, but I promise you as you get more involved in the process you're going to kind of see that it's going to really increase the veteran's self managed area as well as decrease some of the time that you have to spend reinforcing information over to them as well.  Also we want to let him know that we want him to bring in any copies of any materials that he have any questions about.  We don't want them to be confused out there all by themselves and just pulling stuff off the Internet, although one of the real responsibilities of My HealtheVet is to make sure any information that they receive is accurate and caring, so that they're not just pulling anything off the website.  And we want to make sure that there's any features that come out in the future, such as the delegation feature that we talked about, where we'll allow the veterans to be able to give access to a trusted authority such as if he wants to give it to his VA provider to be able to access his information, or even to a non-VA provider, that's coming down the future as well.  And then he can also have an advocate or family member, and I have several veterans whose daughter or son take care of them, or their wife is their primary caretaker, and they give them access and order their medication as well.  Also we got the enhanced calendaring, which is going to get even better, and one of the features down the pike is they're going to also allow the veteran to be able to access the local medical center for any activities and events.  So if you're going to be hosting an education event or health fair, that will automatically populate on that veteran's calendar and make that available to them.  And then there's going to be also the nice features where they're going to be able to view their co-payment, so they can see that without coming in or calling.  And the lab and test reviews we saw on the video.  And then of course the caveat, access to key portions of their medical record.  And when that happens, whether you want to go with My HealtheVet, you're going to see a rush on that.  So be ready.  And when we're with Joe we want to also make sure that he maximizes all these areas that were talked about so that he can also improve his health outcome.  But overall Joe looks pretty good in managing his health, and the good thing is he got you in your corner, and we're sure that he's going to be another one of our My HealtheVet.  But enough about Joe, you've got another patient, and you've got to see it in 20.  

So I want to direct you to your patient.  We've got a 30 year old African American female with a history of high blood pressure, and she's been here for a follow-up visit for a medication.  Now if I was directing her to use My HealtheVet, can you share with me some of the tools that we talked about that you think she may be able to use for this education encounter?  Her blood pressures are 145/98.  Is that good?  No.  We're not sure how tall she is, so we don't know whether 135 is good or bad, but to me 135 on anybody is good.  Her temperature 98.6, now she did come in with a pain of 3, which is not really bad but we may want to explore that a little further with her.  Right now she's on lisinopril, her new medication, and she's got switched over because the other medication that she's taking wasn't working very well.  And so if I use My HealtheVet, what are some things you think that I could use to get her started for self managing her care?  Blood pressure tracking.  The nutrition, that's true.  Exercise.  Pain.  Medication education, excellent.  Anything else?  I don't know if you saw us point out the women's health piece, we may want to direct her in there.  That's not particularly why she's here, but that would be some information that she may be interested in, may be able to provide some things.  Anybody think of some other things that we may want to track here or look at, or have her look at?  Conditions center, very good.  And we definitely want to send her to the library, kind of look up, if she's like me she's probably been in denial for a while about her high blood pressure and keeps saying oh, it's the stress, it's the this, it's the that, it's the kids, it's my husband, that's why my blood pressure is up.  But we know that we want to make sure we keep that under control.  So you guys did a good job, give yourselves a hand.  Come on now, you can do better than that.  Good job.  So I'm glad to know that we can use My HealtheVet for all those type of things.  Also, I know we still got  a few skeptics out there, but I just want to take a few minutes to go down memory lane.  How many of us remember when CPRS came on board?  Yeah, that was kind of a hard time, and there was a lot of resistance out there.  But guess what?  Now that we got CPRS, we cannot believe that we ever lived without it.  It's a great tool.  We anticipate that My HealtheVet is going to be just like that, make your job a lot easier.  I would like to close my portion of the presentation before I turn it back over to Miss Tatum.  In the theme of our program for this week, by asking you these questions, what if, what if you could use My HealtheVet?  What if you could incorporate it into your clinical setting?  And what if you could change a veteran's life?  Guess what?  You can, and you can do it now.  I challenge you today to innovate a new generation of care, because it's now our turn to serve.  Thank you for allowing me to be your tour guide today.  Your tour is officially over.  Now my colleague Jackie is going to close out with some remarks and observations towards the end of our class.

Thank you very much, Sharon.  How many of you recognize there's going to always be challenges to our visit with our patients?  The one thing that I can say is that no matter how prepared we are, there's going to be something that we're going to overlook, there's going to be an encounter where there's an opportunity for us to have probably gone back to the drawing board before we even started out.  But I'd like to leave with you just some of the challenges that I've seen over the past few years in my experience with My HealtheVet, and to also encourage you to not use them as challenges, but as opportunities where there's low interest and computer literacy issues.  People say jazz it up, figure out a way to create maybe some scavenger hunts using just one portion, just like Sharon challenging you today to say well what would you do if you had a patient scenario, where would you go?  Then turn it around and say Mr. Brown, what do you think you need?  And then ask him to help you to find the right places using My HealtheVet.  EES, or the Employee Education Service, has created a wonderful publication which is called The Veteran's Guide to the Internet.  I bought a copy, and it's a step-by-step tool that will help guide them in the use of a mouse, simple keys, how to get to the Internet, and patients have found it to be very useful.  You can order that through them, and make copies of it.  There may be a fee charged, I'm not positive, I can't remember, but it's a wonderful tool to use in terms of just educating them.  In-person authentication, the more you entice them with what is going to happen in the future and the fact that they're going to have an electronic release of information, then you turn it around for them and they begin to see the positive instead of saying well what about security?  Well you know it has to be secure if you're going through HIMS, if you're going through an additional layer of information in order to present yourself.  Just try to reassure them to not worry about the fact that there is a potential issue with security.  And also, when it comes to navigating the My HealtheVet site and maintaining health logs and tracking tools, play around with them, show them that everyone has challenges, and that together that they can learn and you'll be able to show them ways to be able to overcome whatever their insecurities are.  And remember with every visit to just keep it simple, to make it so that they can enjoy it and not feel threatened.  You will be challenged by your own familiarity with My HealtheVet.  The one thing I've noticed in all of the different classes here at VeHU, a lot of the information is repetitive, and you're going to find that even in this presentation there's a lot of stuff that was covered, that you're saying well why am I hearing it again?  Well I encourage you not only to hear it again, but play with it again and again.  Because that's the only way that you're going to be able to educate someone else, is that you're really very, very familiar.

So we came up with some KSAs that we thought might be stimulating and helpful to you.  Having the knowledge in principles of patient education is the greatest resource in terms of getting started with the perfect visit.  If you know your resource it will be easier to navigate the My HealtheVet portal, and you'll be able to overcome some of the areas that you may not be familiar with, and be able to help patients better learn.  And if you're not familiar, before you start an education class, practice yourself, so that way it will be more fluid and you'll save time.  I've got an LPN that I work with, and in 8 to 10 minutes she's able to help a patient get online, discover for himself something about a medication, or maybe about a particular journal, and the patient is happy, he walks away knowing one more thing he can do to contribute to his own health plan, and she's kept it simple and they're not late getting on the AV van, or they're not late getting their ride, and they're out in the parking lot.  And I tell you, there is an opportunity for all of us.  But don't forget to document.  When we talk about My HealtheVet being useful from venue to venue, the only way it's going to be useful from venue to venue is to document what you're doing, and I had mentioned earlier about a draft of a clinical reminder.  I wanted to show that to you now so that way you could just maybe call in next time when Tammy Salewsky on line and say what about that clinical reminder that we saw at VeHU, what's the status of that?  Because a lot of times clinical reminders are extremely helpful when it comes to communicating, and also reminding us to do what we need to do, not only for the patient but also to meet Joint Commission standards.  So here is the beginning of, I don't want to keep you very long, but it's about five slides and I'm going to go very quickly and then I'll summarize and end.  Is everyone okay with that?

Here at the very beginning is where the patient is asked a question if they're registered or not.  And so in the very first frame, if they say yes

You automatically will go to second features that will ask them for further training or education is desired.  But I also wanted to remind you sometimes if a patient says no, then immediately they may say I want to know, so to me that's like a no/yes if you will.  So if you have a no/yes, then go straight to your yes, and then you click and if you want to do as in the film you saw earlier, if you just want to introduce it to him, introduce My HealtheVet through the demo account, you will be able to click and go straight to the demo account and use the log-in and the password there.  If they're interested in registering and you have the time, then you may go straight to the portal and there you'll be able to help that patient to see minimally when we talked about those access levels, the very front page of what they can do with My HealtheVet.  And also, they could be registered at that particular time.  Also here you can click open the patient education template, and again the more you assess, the more you're able to do for that patient.  So here you have your barriers to learning and the very things that I mentioned even in my talk with you, an opportunity for some comments to just describe what the barriers are because you never know, we have OTPT, we have opportunities through other remedial learnings that may be able to help the veteran to master My HealtheVet in some way or another.

Also additional types of instructions are followed in our next screen set, whether or not you use verbal, computer demonstration, of course we're going to use computer demonstration because we want them to go online to My HealtheVet.  But also if there's any documents that you can pull together to further assist them, do so.  And always evaluate the learning process because if you don't evaluate, you don't know what it is the patient will need or you won't communicate to the next professional where they need to start.  Again, there's also the fact that they may just decline, and you can specify why they decline.  

And lastly, well not quite lastly, there's also other ways that you may communicate.  I told you earlier that I talk to patients over the phone, and here I will check phone, and I will actually document what it is we talked about or what I was able to do for them.  Here again you can evaluate learning and demonstrate or show how you will follow up, whether it's in one to two weeks yourself – how many of you are My HealtheVet point of contacts also?  Okay, just two of us.  And also in the primary care clinic a lot of times the nurses there have a designated point of contact for My HealtheVet in all of our CBOCs, and we have four CBOCs in Durham.  So a lot of times you can use them to help continue the message and also reinforce education.  

Now lastly, if the patient says no, you really want to know why, because a lot of times if they say they don't have access to a computer you could be very creative and say well what about your church, what about your son, your daughter, and I've had them say oh yeah, my daughter does, or my grandson, he has one.  And what I've been able to do is through a family member we've been able to educate and to help them.  But indeed you have opportunities to suggest they check which one is applicable, and if you want to ask again later or not ask at all, you can document in your clinical reminder and you'll have that for a resource for later follow-up.

Now this session has illustrated how My HealtheVet in summary can be incorporated into your clinical setting, and can be used by a nurse from intake to home.  And how it provides diverse education opportunities and fosters self management skills.  
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