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WA Mid-Atlansic HEslth Care Netwerk

VAMC ASHEVILLE

Welcome to the VA Mid-Atlantic Health Care Network, Charles George
VA Medical Center, at Asheville, North Carolina. We have provided
this booklet for you and your family so you may become familiar with
the services we offer. Inside, you will find important information about
the care we offer: preventive health care, outpatient services,
inpatient care, etc.

Whether you served in war or in peacetime, on battlefields around the
world, or in cities and towns closer to home, we work hard to provide
you with the highest quality health care. Your satisfaction is a key
measure of our success. At Charles George VA Medical Center,
Asheville, we strive to provide you with outstanding services.

Our Mission:
To improve the health of the served veteran population.

Our Vision:
To be your first choice for healthcare in Western North Carolina.

Our Values:
Trust
Excellence
Respect
Compassion
Commitment

Department of Veterans Affairs — Mission: ""7To care for him who shall have borne the battle
and for his widow and his orphan.”

These words, spoken by Abraham Lincoln during his Second Inaugural Address, reflect the phi-

losophy and principles that guide VA in everything we do, and are the focus of our endeavors to

serve our Nation’s veterans and their families today.
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QUICK REFERENCE GUIDE TO VA HEALTHCARE COVERED

This booklet is a reference guide for veterans and their family to better understand VA
Health Care services in the Mid-Atlantic Healthcare Network (VISN-6)

VA Health Care has evolved to meet the changing needs of our nation’s veterans. The
VA has health care programs and services to meet the needs of all veterans. Many
veterans have not used VA because they believe that a veteran has to be disabled or
have been in combat to receive care. This is not a requirement. If you have been on
active duty and have an honorable discharge, you may be eligible for VA Health Care.
For additional information see the eligibility page on the national VA Web site:
www.va.gov/healtheligibility/

Standard Benefits
The following services are available to all enrolled veterans:
e Preventive Care
e Immunizations
e Physical Examinations (including eye and hearing)
e Health Care Assessments

e Screening Tests
e Health Education Programs

Ambulatory (Outpatient) Diagnostic & Treatment Services
e Medical
e Surgical
e Mental Health
e Substance Abuse

Hospital (Inpatient) Diagnostic & Treatment Services
e Medical
e Surgical

¢ Mental Health
e Substance Abuse

Prescription Drugs (when prescribed by a VA physician)

Limited Benefits

The following care services (partial listing) have limitations and may have special eligi-
bility criteria:

e Ambulance Services e Hearing Aids

e Dental Care e Home Health Care

e Durable Medical Equipment ¢ Non-VA Health Care
e Eyeglasses e Travel Benefits


http://www.va.gov/healtheligibility/

H‘* Patient Services

Agent Cashier

The Agent Cashier is available to veterans wishing to make co-payments or receive
reimbursement for eligible travel. For inpatients with patient fund accounts, the
Cashier serves as a teller who processes cash and check transactions. Payments
for pharmacy, doctors’ visits and co-pays, are accepted in person in the form of
cash, checks and credit/debit cards. The office hours are Monday — Friday, 8:00
a.m. —4:00 p.m., and is located in Room 1B185 of Building 47. The Cashier may
be reached at 828-298-7911 Ext. 15315.

Canteen/Cafeteria/Retail Stores

The Veterans Canteen Service
Proudly Serving Veterans

The canteen/cafeteria/retail stores offer a varied daily menu at reasonable, tax-
free prices. The Retail Store offers retail sales and a wide range of other ser-
vices for your convenience:

Retail Store Located in the Basement

Hours 8:00am-4:00pm M-F 828-298-7911 Ext. 15637
Cafeteria Located in the Basement

Hours 7:00am-3:15pm M-F Ext. 15783

Chaplain/Pastoral Care

The Medical Center Chaplains are clinically trained in the healthcare setting, in theol-
ogy and pastoral care at the graduate level, in order to minister to VA patients and their
families, as well as to the staff who provide care. VA Chaplains are available at any-
time to ensure that patients receive appropriate spiritual and pastoral care. In addition
to the 24/7 coverage Chaplains are involved in weekly Chapel Services, Committees
and Events, Counseling, Funeral and Graveside Rites. Your spiritual welfare is of pri-
mary concern to our Chaplain staff. If you would like to speak with/meet one of our
Chaplains call the Chaplain Service at 828-298-7911 Ext.12554.

At Charles George VA Medical
Center Asheville the main Chapel
is located on 1% Floor of Building
47 in Room E125. The Main
Chapel and Eucharist Chapel are
open 24/7 for prayer and medita-
tion.




Volunteer Transportation Network (VTN)

The VTN provides transportation to ambulatory Veterans in need of medical care at
VA facilities. This program is available due to the willingness and availability of volun-
teer drivers.

To use these services, Veterans must be ambulatory; this means a veteran must be
able to get from their home to the vehicle and into
the vehicle and medical center/clinic with minimal
assistance. VTN cannot accept veterans who use
. a motorized wheelchair or scooter. The need for
VTN transport is based primarily on a veteran’s

¥ inability to obtain any other mode of transporta-

. tion. Veterans are transported for scheduled ap-
| pointments only.

i Transportation to the following areas is available:
Andrews, Asheville, Burnsville, Lenoir, Morgan-
ton, Murphy, Rutherfordton, Shelby, Spartanburg,
SC and Waynesville. There is also transportation

available to the Community Based outpatient Clinic in Franklin and Rutherfordton.

For requests for transportation please contact the Hospital Service Coordinator no
later than 48 business hours prior to the scheduled appointment at 828-298-7911
Ext. 15349 to make arrangements for transportation.

Homeless Veterans

The Medical Center offers com- .
prehensive services for homeless Interpreter Services

veterans. Some of which include Interpreter services are available for deaf,
evaluations, referral to medical speech impaired, and non-English speaking
services and assistance with veterans and their family members. Please
contact your health care team or Social Work
at 828-298-7911 Ext. 15335 to arrange for

housing. Contact the Social Work
department for more information
on services and programs for : _
Homeless Veterans at 828-298- interpreter assistance.
7911 Ext. 15335 and ask to
speak to the Homeless Veterans
Coordinator.




Library

Medical Library services are available for inpatients, and their families. General
reading mate-rial (books and magazines) are available through Voluntary Ser-
vice. Volunteers may bring a book cart to the patient floors. The Librarian at
your medical center can provide additional information and assistance. Please
call 828-298-7911 Ext. 12525

g Lodging (Temporary)

Temporary Lodging may be available to limited family

Bl members or caregivers with a critically ill hospitalized
veteran if they live more than 50 miles from the medical
center and have a financial need. The Temporary Lodging
Center (TLC) is a welcoming, 1920’s era home where care-
givers can lodge, free of charge, in a caring, supportive
environment while their loved one is receiving medical
treatment at Charles George VA Medical Center. Family members must have the
ability to climb two flights of stairs and function independently. Contact Social Work
Service for a referral and more information on the TLC at 828-298-7911 ext 15335.

Lost and Found

If you lose any personal items while at VA, tell your health care team. If needed, con-
tact the Mailroom at 828-298-7911 Ext. 15307. Please take any items you find while
at VA to your health care team or Building 14 Mailroom.

Minority Veterans Program (MVP)

The VA is dedicated to serving all veterans regardless of race, origin, religion, or gen-
der. To support the VA in executing this effort, the Center for Minority Veterans was
established through Congress to administer local MVP. The MVP is designed to assist
minority veterans including Pacific Islanders, Asian Americans, African Americans, His-
panic/Latinos and Native Americans with concerns regarding services and eligibility for
benefits. Contact a member of your health care team if you need assistance or EEO
Manager at 828-298-7911 Ext. 14490.
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My HealtheVet

http://www.myhealth.va.gov

My Heaithe Vet
Gateway to Optimal Health
Enter VA's new Veteran Health Portal
Discover what VA has for you and your family

Log on to www.myhealth.va.gov
\.‘VA 33&12:12&2#2{“ Begin the journey today... @@

VETERANS HEALTH ADMINISTRATION

It’s All About You!

My HealtheVet

My HealtheVet is VA’s award-winning e-health Web-site, which offers veter-
ans, active duty service members and their dependents and caregivers Inter-
net access to VA health care information services, anywhere, anytime. My
HealtheVet is a free, online Personal Health Record that empowers veterans
to become more informed partners in their health care. With My HealtheVet,
America’s Veterans can access trusted, secure, and informed health and
benefits information at their convenience. Veterans can also record and store
important health and military history information. To register, Veterans simply
need to go to: http://www.myhealth.va.qov.

Registered veterans can find health information, maintain their own health re-
cord and even refill VA prescriptions. Veterans who receive care at a VA facil-
ity should ask for “In Person Authentication” or IPA, to obtain an upgraded ac-
count that offers additional access to key features of their Personal Health Re-
cord. Contact your facility’s Library for more information and registration at
828-299-2525.
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Parking

Parking areas are designated for visitors, employees, volunteers, patients, and the
handicapped. Please obey the posted signs and ground painted symbols. We ask that
patients and visitors use the parking lots in front of the medical center. Please do not
park in spaces that are restricted or marked as reserved. Handicapped parking spaces
are marked for use by individuals possessing a valid handicapped placard or license
plate issued by a state Department of Motor Vehicles. Some handicapped parking
spaces are specifically marked for use by persons having wheelchair lifts or ramps, or
having special equipment installed to allow handicapped drivers to operate the vehi-
cle. Please allow those spaces to be used by vehicles with the modifications. The
speed limit on medical center grounds is posted. VA police enforce all regulations and
will issue warnings and tickets to drivers who violate the rules. Parking for VA patients
and visitors is free of charge.

AParking Lot Entrance
@ Hospital Entrance

Ambulance Entrance
Emergency Dept

Bidg 47
Main Hospital

Basement—Admin,
Cafeteria & Retail
1st Floor—Clinics
2nd Floor—Surgery

Nursing Home
ECRC
Building 62__

Credit Union
Bldg 24

Tunnel Road

11
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Patient Advocates

and Customer Service Manager

Every VA Medical Center has a Patient Advocate who can assist you with
questions and concerns regarding VA care, policy or procedures. Our main
concern is the Quality of Care you receive as a patient. Our goal is to show
courtesy, compassion and concern for you, your family, and your friends. Our
Customer Service Manager serves as a liaison between staff, veterans, family
members and the Medical Center Director to ensure you receive the best possi-
ble service. Our Patient Advocates represent the Medical Center Director in
dealing with patients, their families, and/or significant others in resolving com-
plaints or concerns. Here at the Charles George VA Medical Center, the
Patient Advocate is located on the 1! Floor of the main hospital, across from
the Agent Cashier . Please feel free to contact the Patient Advocate at your
facility:

Asheville (828) 298-7911 Ext 1-5200
Franklin CBOC 1-800-932-6408 Ext 1-2878
Toll Free: 1-800-932-6408

In addition, the Charles George VA Medical Center has a large Service Level Patient
Advocate Program that has staff from every service who can answer questions and
concerns about their specific service.

Research

Charles George VA Medical Center has an active research and development pro-
gram. This Human Research Protections Program was awarded full accreditation
status by the Association for Accreditation of Human Research Protection Program
(AAHRPP) in June 2008. The majority of studies at this facility involve cancer and car-
diovascular diseases. Additional areas of research include diabetes related disorders,
dyslipidemia and provision of care. The research program has 23 active research pro-
jects and approximately 20 Investigators and Research Coordinators. Funding
sources include both industry and government agencies. The Institutional Review
Board (IRB) is constituted under an active Federal-Wide Assurance filed with the Office
of Human Research Protection (OHRP). The Charles George VAMC and IRB records
are subject to regulation and inspection by governmental regulatory agencies that in-
cludes the Food and Drug Administration (FDA), Government Accountability Office
(GAO), Office of Inspector General (OIG), Office for Human Research Protections
(OHRP), and the VA Office of Research Oversight (ORO).

The Research Office is open Monday — Friday from 7am to 430pm. You may reach the Research Office
at 828-299-5909 or the Administrative Officer for Research & Development at 828-298-7911 Ext. 15788.
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Release of Information (ROI)

If you need copies of your medical record, lab results, X-rays, disability and/or insur-
ance forms, etc. contact the ROI. Prior to releasing
any information you will need to sign a consent form
allowing us to copy and release your medical re-
cords. Please go to your ROI office for additional
information and assistance. If you are interest in
transferring your health record from a non-VA physi-
cian, please discuss this with your provider.

Records are often referenced to maintain your appro-
priate care, but we encourage you to keep your own
copies of the non-VA records because we cannot guarantee that these records will be
returned to you. Original records (for example, from DoD or a community provider)
should not be given to your Provider nor the Medical Record File Room. We recom-
mend that you keep a copy for yourself and return the records to the provider from
whom you received them. Records from other VA facilities will only be requested as
authorized by your provider. For more information please contact ROI at 828-298-
7911 Ext. 12508.

VA Health Care Enroliment

Today’s Veterans have a comprehensive medical benefits package, which the VA
administers through an annual patient enrollment system. If you served in the active
military, and are separated under any condition other than dishonorable, you may
qualify for VA health care. Current or former members of the Reserves or National
Guard who were called to active duty (other than for training only) by a federal order
and completed the full period for which they were called to active duty may be eligible
for VA health care as well. Veterans can apply for enrollment in the VA health care
system by completing VA Form 10-10EZ Application for Health Benefits. The applica-
tion can be obtained by visiting, calling or writing any VA health care facility or VA
benefits office or at website www.1010ez.med.va.gov/sec/vha/1010ez/.

Forms may also be requested toll free at 1-877-222-VETS (8387). The completed
application must be signed and dated and submitted in person or by mail to any VA
health care facility. To contact the Health Administration Service at the Charles
George VA please call 828-298-7911 Ext. 12509 where someone is available to assist
you Monday through Friday from 8am to 4:30 pm.

13
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VA Co-Payments

While many Veterans qualify for cost-free health care services based on a com-
pensable service-connected condition or other qualifying factor, most veterans are
asked to complete an annual financial assessment, to determine if they qualify for cost
free care. Veterans whose income exceeds the established income threshold as well
as those who choose not to complete the assessment must agree to pay required
co-pays for prescriptions, inpatient care and/or outpatient visits. Please call the Health
Administration Service at 828-298-7911 Ext. 12509 for more information about co-
payments.

Health Insurance

The VA is required to bill your private health insurance company for medical treatment
provided for non-service- connected conditions. Payment received from private insur-
ance is applied to VA co-payment charges.

Veterans Benefits Counselor

Veterans Benefits Counselors are assigned to VA medical centers and community
based outpatient clinics with specific office hours. They can help you with your VA
benefits (compensation, pension, government insurance, education, Gl loans, voca-
tional rehabilitation, etc.). If you need information or assistance, contact Veterans
Benefits at the national toll free number at 1-800-827-1000. You may reach the local
Counselor at 828-298-7911 Ext. 15349.

Veterans Service Offices (VSO)

The VSO provides services for veterans who need assistance in filing veterans benefit
claims or answer questions you may have regarding benefits. They are available to as-
sist you, Monday — Friday, 8:30 AM — 3:30 PM. To reach a nationally accredited VSO

call 828-298-7911 Ext. 12514.
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Visual Impairment Services

Patients with visual impairments are referred to the Visual Impairment Services Coor-
dinator for information about special services. Visually impaired patients who are hos-
pitalized are entitled to visually impaired prosthetics. The mission of Blind Rehabilita-
tion Service is to coordinate a healthcare service delivery system that provides a con-
tinuum of care for blind veterans extending from their home environment to the local
VA facility and to the appropriate rehabilitation setting. These services include adjust-
ment to blindness counseling, patient and family education, benefits analysis, com-
prehensive residential inpatient training, outpatient rehabilitation services, the provi-
sion of assistive technology, and research. The coordinator also provides follow-up
for visually impaired patients after discharge. Please contact your local coordinator at
828-298-7911 Ext. 15432.

Volunteers

Our Voluntary Service program provides opportunities
for individuals and community groups to give of their
time and resources. Many individuals, Veterans service,
and community organizations enhance the high quality
of service provided at this facility. It may be through vol-
unteering, providing financial support for identified un-
funded patient needs, or through material donations.
Volunteers often assist with special events, activities,
clerical tasks, and transporting patients to appointments. If, during your stay, you need
assistance, or you are interested in becoming a volunteer, please contact 828-298-
7911 Ext. 12514 or visit 4-South, Room 401.

Women Veterans Program

Every VA facility is committed to meeting the unique needs of Women
Veterans by delivering the highest quality health care to every patient.
The Charles George VA Medical Center offers comprehensive Pri-
mary Care for all eligible female veterans. Women are assigned to a
Primary Care provider and also have access to a Gynecologist. An-
nual cervical screening exams and breast exams are done by our Staff Gynecologist.
Women are assured that access to all VA benefits and services are made by our com-
petent and caring staff. The VA Women Veterans Program also ensures that VA pro-
grams are responsive to the gender-specific needs of women veterans. Contact the
Women Veterans Program Manager who can help coordinate services including medi-
cal services, mental health care, and sexual abuse counseling at 828-297-7911 Ext.
15434.

15
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Health Care Information

Advance Directives

An Advance Directive is a general term that refers to several legal forms that help your
doctors and family members understand your wishes about health care should you be
unable to communicate for yourself. Your advance directive is used only when you
aren’t able to make decisions yourself. There are two types of advance directives:
durable power of attorney for health care and living will. VA patients who wish to com-
plete an Advance Directive are encouraged to use the VA forms located in the back of
this booklet. Fill out VA Form 10-0137, “VA Advanced Directive: Durable Power of At-
torney and Living Will” and give it to a member of your health care team. It is up to you
whether you complete the durable power of attorney for health care, the living will, or
both. You may also choose to use any valid state advance directive form should you
choose not to use the VA form. If you need more information about Advance Direc-
tives or help in making decisions, talk to a member of your health care team or your
attorney. Other resources for advance directives: Your Life, Your Choices has exer-
cises to help you think about important questions. It's available on My HealtheVet at
http://www.myhealth.va.gov .

Co—Managed Care

If you are receiving care from both a VA provider and a private community provider, it
is important for your health and safety that your care be coordinated into one treat-
ment plan. Your VA and private community providers should communicate about your
health status, medications, treatments, and diagnostic tests.

In order to facilitate this, you need to supply your VA provider the following informa-
tion about your private community provider's care, especially if you want your VA pro-
vider to write a prescription for medication that your non-VA provider recommends:

Name, address and phone number of your community provider
Any prescriptions(s) written by your community provider

Office visit notes supporting the prescription(s)

Blood work lab results

Test results

This information should be brought with you to your VA appointment. Any questions,
call your VA health care provider prior to coming in for your visit to make sure you have
the proper information. Please understand that it is the responsibility of your VA pro-
vider to use their own clinical judgment to decide what medical treatment, prescriptions
and test(s) are appropriate and necessary.
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Do Not Resuscitate (DNR)

DNR means cardiopulmonary resuscitation (CPR) and/or other heroic health or life
saving measures will not be started when cardiac or respiratory arrest occurs. After
talking with your doctor, you can make the DNR decision. If you are too ill to make that
decision, your family, or health care proxy/power of attorney can make that decision
with your doctor. The order is not permanent and may be stopped at any time.

Emergency Care Department Services
The emergency department (ED) is committed to providing excellent care to America's
heroes; however, it is not a substitute for your primary care team.

The ED is open 24 hours a day, 7 days a week, 365 days a year.

WHEN TO GO TO THE ED
Chest pain that lasts at least 10 minutes
Bleeding that continues for 10 minutes
Sudden, severe or unrelieved pain
Coughing or vomiting blood
Trouble breathing, shortness of breath
Sudden dizziness or weakness
Sudden change in vision, loss of vision
Sudden change in mental status, such as loss of consciousness or confusion
Severe or persistent vomiting or diarrhea
Thoughts of harming yourself or others

EMERGENCY EXAMPLES

DO NOT DRIVE YOURSELF! YOU CAN HARM YOURSELF OR OTHERS!

Chest pain — A pressure, squeezing or pain in the upper part of the body that lasts
more than 15 minutes. It may cause you to have a breathing problem, become sweaty
or dizzy. If this happens contact 911.

Suicidal or homicidal thoughts

Threatening to hurt or kill self or others. Seeking access to pills, weapons or other
means. Talking or writing about death, dying or suicide. Call 911.

Stroke — You may have a headache, drooping in your face, sudden numbness or
weakness or trouble speaking. Lie down and call 911.

Internal bleeding — May happen after a trauma. Suspect this if a sudden change in
behavior like confusion or agitation, shivering, thirst, weakness, dizziness. Call 911.
Low blood sugar — You may feel weak, shaky, confused, and sweaty. Drink fruit juice
or a soda and eat crackers or a meal as soon as possible.

Allergic reactions — Trouble breathing, swelling of tongue and face, rash. Call 911.
Seizures — Loss of muscle control and often jerking movements of arms, legs and
head. Protect person from injury. Call 911.

17
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NONEMERGENCY EXAMPLES

Toothache — Mouth pain related to teeth are treated or referred from primary care.
Dentists do not come to the ED. Take over the counter pain medication and rinse
mouth with salt water or Listerine until seen by provider.

Medication Refills — The ED physician will not refill narcotic or non narcotic prescrip-
tions except in extreme situations. The primary doctor or clinic will handle all refills. Call
the pharmacy or primary doctor if you have questions.

Chronic Pain Conditions — Pain conditions such as gout, low back pain or headaches
are best handled by your primary physician. If your symptoms are not an emergency,
contact your primary care clinic and arrange an appointment.

What to Expect at the Emergency Department (ED)

1) ARRIVAL TO THE ED

When you first arrive at the ED you will need to register at the admissions desk in the
Emergency Department for treatment. New patients will need to provide their DD-214
and eligibility information to the admission clerk.

2) TRIAGE

Triage is a system used to sort patients into categories of priority or medical need. Pa-
tients are seen in order of urgency not order of arrival. Critical patients are treated first.
The triage nurse will perform an assessment to determine the reason for your visit. If
your visit is not an emergency you will be referred to your primary care clinic to meet
your needs.

3) TREATMENT

A variety of services is provided in the ED. Due to various types of problems treated, it
is impossible to predict the amount of time you will be in the treatment area so be pre-
pared, this may take an extended amount of time depending on individual circum-
stances.

4) DISPOSITION
You will be admitted to the hospital; transferred to another facility; sent to Primary or
Specialty Care clinic; or discharged home.

5) VISITORS

Visitation while you are in the ED is restricted. It is allowed at the nurse/physician dis-
cretion. Due to patient privacy not all patients receiving treatment will be able to have
visitors.

6) SMOKING and CELL PHONES
Smoking and/or cell phone use are NOT allowed while you are in the ED. All phones
MUST be turned OFF before entering the ED.
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Ethics Advisory Committee

The Ethics Advisory Committee is a group of VA staff who can provide guidance if you
are having trouble making choices about care (i.e. performing heroic measures at the
end-of-life, feeding tube, etc.). If you or your family have questions about the ethics of
any treatment or other issues, talk to your health care team. If you still have concerns,
you may ask for a review of those issues with the Ethics Advisory Committee. To re-
quest this review, ask your health care team for a referral.

Health Care Proxy and Living Will

If you would like to complete a health care proxy and/or living will (also known as ad-
vance directives), a member of your health care team can assist you. These forms can
be found in the back of this booklet. You may choose to appoint a health care proxy to
speak for you and make decisions about your health care if you are unable to speak or
make decisions for yourself. Your doctor, nurse, social worker or chaplain can discuss
this further with you. If you already have a health care proxy, living will, or durable
power of attorney, please tell our staff and provide us with a copy for your file. If you
have completed an advance directive and you wish to change your mind, please tell
our staff right away. You do not have to complete an advance directive to receive treat-
ment.

Organ Donation

Veterans can make organ, eye, tissue, body and other anatomical gifts. Talk to your
family members about organ and tissue donation so they know your wishes. Dona-
tions will always be handled with discretion and sensitivity to you and your family’s cir-
cumstances, beliefs, and desires. Under no circumstances will a patient or family
member be pressured into making anatomical gifts. Contact a member of your health
care team if you wish to donate. Or you may contact LifeShare of the Carolinas toll
free at 1-800-932-4483 for more information.

Pain Management

We are committed to helping you get the best possible pain relief. Only you can de-
scribe your pain. You will be asked to rate the amount of pain you have on a "0 to
10" scale. Zero means no pain and ten describes the worst pain you

could imagine having.
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Veterans of Operation Enduring Freedom /Operation
Iragi Freedom (OEF/OIF)

Enhanced eligibility for health care benefits for combat veterans of OEF/OIF was
signed into law January 28, 2008. Veterans, including activated Reservists and Na-
tional Guard members are eligible for cost-free health care services, including
medications and long term care, for conditions related to their combat service if they
served on active duty in a theater of combat operations and have been discharged or
released under conditions other than dishonorable. The OEF/OIF Program entitles
veterans to free medical and/or mental health care for 5 years from discharge from
active duty. Free care applies to conditions that are possibly related to service, re-
gardless of income. This program also offers dental care within 180 days of discharge
from active duty. Veterans under this program are screened for Traumatic Brain Injury
(TBI) and positive screens are referred to Salisbury VA Medical Center for a follow-up
evaluation. For more information and enroliment, please contact your local OEF/OIF
Program Coordinator at 828-298-7911 Ext. 15554.

Thank You Veterans
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TeleCare 1-828-296-4481 or
1-800-032-6408 ext O and ask for 4464

TelCare is a toll free medical advice line for veterans. It is a program with qualified
professionals who speak to you directly to answer your health care questions 24
hours per day, 7 days per week (including holidays). When possible, please call
TelCare before you go to the emergency room. [f you are in the midst of an emer-
gency, hang up and dial 911

TelCare can:

Assist you and your family members with questions and concerns about
your health.

Advise the proper course of treatment based on the urgency of your
symptoms using VA-approved clinical/health care guidelines.

Provide education regarding diseases and medications.

Clarify pre— and post-procedure treatment (or clinical procedure) instruc-
tions.

Clarify/explain inpatient hospitalization discharge instructions.

Telcare Cannot:

Give lab, X-ray or other test results to you. Your provider will give you
that information via phone or letter.

Transfer calls to other hospital departments, inpatient rooms or your pri-
mary care provider.

Give out telephone numbers.

Schedule specialty appointments (cardiology, orthopedics, audiology,
etc).

Enroll patients in primary care.

Provide authorization for payment of services provided by non-VA facili-
ties (including ambulance transportation).

Provide or fax patient records to non-VA facilities.
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H‘* Health Care Programs

Advanced lliness and Palliative Care

Facing an illness that is not getting better and cannot be cured can be very hard. You
may have many questions about your iliness and the choices you must make. A mem-
ber of the Advanced lliness/Palliative Care Consultation Team can meet with you and
your family to talk about your concerns. They can help you obtain information, offer
support and guidance, help you with your choices, coordinate your care, work with
your health care team, and help you and your loved ones deal with issues of advanced
illness. This team can help you sort out the details to give you choices, dignity, and
peace of mind. You may initiate this consultation or ask a member of the health care
team to contact them for you.

Ambulatory Surgery

Surgery or other diagnostic tests will be completed on an outpatient basis whenever

possible. Your health care team determines the decision for outpatient services. The
ambulatory surgery staff will manage your surgical care, pre-operative teaching, and

post-operative follow-up.

Blood Donor Program

If you are having surgery at a VA medical center, you may be able to pre-donate your
own blood for the procedure. If you have questions about blood donation, speak with
your health care team at least two weeks prior to your surgery.

Community Based Outpatient Clinic (CBOC)

Your health care team will arrange for outpatient care based on your specific needs.
Based on the area in which you live it may be possible for you to receive outpatient
services from our Community Based Outpatient Clinic (CBOC), which is located in
Franklin, NC. This Community Based Outpatient Clinic offers outpatient services that
include Primary Care, Mental Health, Optometry, Home Based Primary Care and Phar-
macist. Hours of operation are Monday through Friday 7:30am — 4:30pm. For more
information call (828) 369-1781.

Coming in 2010, there will be another CBOC located in
Rutherfordton, NC for you convenience.
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Care Coordination/Home Telehealth (CCHT)

In the battle for your health sometimes you need a BUDDY to WATCH your BACK.
Living with chronic conditions requires learning to monitor your health every day.
With Care Coordination/Home Telehealth, participants are given an appliance to plug
into an ordinary phone line and electrical outlet. Each day the appliance displays
questions, asking about your health. With 4 easy buttons you answer then transmit to
the care coordinator who evaluates your health and will help to manage your condi-
tion.

Is the Care Coordination /[Home Telehealth Program right for you?

In the past year, have you:
Been admitted to the hospital 2 or more times
Visited Urgent Care or the Emergency Room 2 or more times
Seen 2 or more specialist
Had more than 10 primary care visits
Take or have taken more than 10 prescription medications.
Had difficulty understanding or taking medicine correctly

You have:
Asthma
Coronary Artery Disease
Diabetes
Depression
Heart Failure
High Blood Pressure
Lung Disease
Post Traumatic Stress Disorder
Home telephone with a landline

If you answered YES to any of these questions, contact Care Coordination at (828)
298-7911 Ext. 15792 or your Primary care provider to find out if you are eligible for
the Home Telehealth Program.

Chiropractic Care

VA medical centers and community based outpatient clinics may offer chiropractic
therapy. Eligible veterans may receive chiropractic care after receiving a referral from
their primary care provider. Many people find relief for back pain with chiropractic
therapy, a form of manual massage that corrects bone and joint misalignments. Ask
your VA primary care provider if chiropractic therapy is right for you.

23

swiedbold alen yjjeaH



communlty Living Center

Community Living Centers/Long Term Care

VA community living centers/long term care units provide compassionate care to veter-
ans with chronic, stable conditions (including dementia). It also provides care for veter-
ans who need rehabilitation or short term specialized services (such as respite, intrave-
nous therapy, or comfort and care at the end-of-life). To find out if you are eligible for
VA community living center/long term care, contact 828-298-7911 ext. 13127 for more
information. You may also visit the website: www.va.gov/healtheligibility .

Community Residential Care

Community residential care is available for veterans who are not in need of skilled
nursing facility but who cannot live independently. Speak to your primary care provider
or social worker for more information.

Contract Adult Day Health Care

A veteran who is in need of a therapeutic supervised day setting (due to dementia or
physical impairment) while a family member works, may be eligible for Contract Adult
Day Health Care (ADHC). The ADHC program is a therapeutic day care program, pro-
viding medical and rehabilitation services to disabled Veterans in a combined setting.
Speak to your primary care provider or social worker for more information.

Contract Nursing Home Care

Service connected veterans who need nursing home placement for their service con-
nected condition may be eligible for a VA contract in a community nursing home. For
more information speak to your primary care provider or social worker.
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Dental

There are special eligibility requirements that must be met in order to receive dental
care. Please call (828) 298-7911 Ext. 12509 for more information.

Geriatrics and Extended Care Service (GEC)

Geriatrics and Extended Care Service provides an array of services that are both insti-
tutional and community based. Health care, personal care and social support services
are delivered by an interdisciplinary team to veterans with multiple and chronic medical
problems, functional disabilities, cognitive impairments and weakened social support
systems. The types of services provided include Hospice — both inpatient and in the
home; respite services — to include in the Community Living Center (CLC) and in the
home; long term care in the CLC; short term rehabilitation services as well as skilled
care in the CLC; Contract Adult Day Health Care; Community Residential Care for vet-
erans who are not in need of a skilled nursing facility but who cannot live independ-
ently; Purchased Skilled Home health care services; Homemaker/Home Health Aide
Services; Community Contract Nursing Home Services; Home Based Primary Care
services for veterans with chronic, complex medical, social and behavioral conditions
who are at risk of hospitalization, nursing home or recurrent emergency care. To con-
tact your local GEC please call 828-298-7911 Ext 13127.

Homemaker/Home Health Aide

A veteran who is in need of assistance with a bath may be eligible for homemaker/
home health aide assistance. The primary care provider will determine the frequency
and amount of time and care to be provided. Speak to your Primary care provider for
more information or a referral.

Home Based Primary Care (HBPC)

This program provides long-term primary care in the home for veterans who have
numerous complex and chronic diseases and who have difficulty getting the care they
need in the primary care clinic. The goal of HBPC is to keep frail veterans out of an in-
stitution. HBPC has an interdisciplinary team who works under the direction of a physi-
cian and members of the team see the veteran at his/her own home. The program
serves veterans in a geographical radius within 35 miles from the Asheville VA and the
Franklin CBOC. For more information or for a referral, speak to your primary care
provider.
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Hospice Care

Hospice care is for veterans who are nearing the end of their life due to an iliness.
Since a cure is not possible, the goal is to reduce the patient's pain and discomfort as
much as possible. It strives to help patients stay as comfortable as possible in a home-
like setting.

The patient's and family's personal choices are supported to help enrich the time the
patient has as they near the end of their life. Talk to your health care team for more in-
formation and locations. There are no copays for hospice care provided in any setting.

Mental Health Care Services

VA offers a variety of mental health care programs and services for veterans. At the
Charles George VA Medical Center Mental Health Services is an integral part of the
overall continuum of patient care. Mental Health Services provide veterans with con-
sultation, evaluation, and treatment for a variety of issues that can impact emotional
well-being. Mental Health professionals from multiple disciplines (i.e., psychiatrists,
social workers, nurses, psychologists, physician assistants, nurse practitioners, etc.)
work with veterans and their families to provide the highest quality of treatment possi-
ble. Treatment services include but are not limited to such issues as Post Traumatic
Stress Disorder (PTSD), depression, anxiety, substance use behaviors, relationship
difficulties, vocational issues, skills building (anger management, stress management,
etc.), distress from medical problems and/or pain, confusion or memory problems,
thought disorders, aggressive behaviors, and/or self-harming thoughts or behaviors.
Mental Health Services oversees and participates in many programs throughout the
medical center. These programs work toward a healthy and productive life. Mental
Health Care Services which include inpatient and/or outpatient care are:

1. Mental Health Consultation Team: mental health assessment and consultation ser-
vices are embedded near the Emergency Department of the medical center to work
with Veterans referred from Primary Care, outside referrals, or the Emergency De-
partment.

2. Mental Health/Primary Care Integration: offering consultation and short-term ser-
vices for Veterans within the Primary Care services.

3. Mental Health Clinic: offering individual and group psychotherapy services, psy-
choeducation for Veterans and their families, and psychopharmacology medication
management.

4. Inpatient Psychiatry: inpatient, secure (locked) unit for Veterans with acute psychi-
atric issues as well as persons needing medical detox.

5. Substance Abuse Residential Rehabilitation Tre