Name: Karen Ashley

Service: Mental Health
	QUALITY
	Ms. Ashley plays a key and essential role in the management of all Mental Health Service QA/Performance Improvement projects. She spends a significant amount of time gathering the data, analyzing it and preparing the reports. She does so in a timely and efficient manner; this is confirmed by feedback we have received from other services. Ms. Ashley participates in several clinical and non-clinical meetings where she is responsible for taking and preparing minutes. This is one of her strongest skills, her reports are thorough and complete; she is able to capture essential information. Ms. Ashley also collects the data to prepare all MHS Provider Profiles and distributes the final reports in a timely manner to staff and others needing the reports. She makes sure our Service policies and MCMs are current and initiates the review process as per policy.

	ACCESS
	Ms. Ashley helped in the coordination of our plans to implement telehealth clinics in CBOCs. Ms. Ashley also assists in managing the MH clinic physicians schedule/calendar to enter appointments. 

	CUSTOMER SATISFACTION
	Ms. Ashley is a team player; she provides coverage at the MH clinic when other support staff is unavailable. Ms. Ashley has excellent interpersonal skills; she is friendly, courteous and tactful with patients, VAMC staff and external customers. MH service staff often times rely on her skills as she is resourceful and is always willing to assist/provide support. She demonstrates willingness and initiative to help others and resolve problems. 

In her dealings with the public and in the management of phone calls, she demonstrates effective communication skills and is able to resolve situations successfully by attending to the customer needs and by providing assistance/guidance. She is respectful of patients’ right to privacy, is knowledgeable of confidentiality regulations and shows strong ethical convictions. Ms. Ashley has assisted the Service with Customer Service initiatives such as Communication Boards.


Name: Sudha Uppuluri
Service: Mental Health
	QUALITY
	Dr. Sudha Uppuluri is a very conscientious, competent, skilled and knowledgeable psychiatrist. She keeps her clinical knowledge current and during Fiscal Year 2002 she completed 68 CE/CME hours. She provides thorough clinical documentation on her patient’s medical records. A review of her Provider Profile for the first three quarters of FY02 shows she was never delinquent on completing History and Physical Exams on her inpatients. In addition, she provided encounters on all her outpatient appointments. She completes these tasks in a timely manner in accordance with VAIHCS policies. 

	ACCESS
	Dr. Uppuluri has increased access to outpatient mental health care by creating a Tele-Health clinic. She is providing services to patients located in Springfield and Decatur and the surrounding areas, helping these patients avoid hours of traveling and associated costs. Dr. Uppuluri also attends to unpredictable patients’ needs by providing therapeutic interventions during emergencies and unscheduled appointments. 

	CUSTOMER SATISFACTION
	Dr. Uppuluri works very closely with her patients and significant others. She relates well to patients, relatives and staff. She shows genuine empathy to others without compromising necessary clinical interventions or ethical behavior. She shows willingness to have significant others participate in treatment planning while respecting patients’ confidentiality and their preferences/wishes. Staff perceives her as a clinician who can exercise leadership and at the same time be approachable, caring and relatable. Another customer service area in which Dr. Uppuluri has been involved is responding to clinicians’ consultation requests in a timely manner. We implemented a Performance Improvement project with the COS office in December 2002, consisting of monitoring compliance with new policy (MCM) regarding prompt response to consult requests. Dr. Uppuluri’s compliance with this project has been exceptional. Since January 2003 her compliance has been 100%. Dr. Uppuluri also is actively involved in teaching medical students during their psychiatry clerkship; one student is typically assigned to her treatment team. The telehealth clinic described above represents another area demonstrating her support to customer service initiatives.

	COST AND VALUE
	Dr. Uppuluri is a clinician conscientious of health care cost issues. By providing inpatient quality care she aims to help prevent episodes of rehospitalizations and the cost associated with these. She also supports VISN 11 medication guidelines.

	FUNCTIONAL STATUS
	Along with her treatment team members, Dr. Uppuluri procures the development of discharge plans that would help maximize the patient’s potential for independent living and supports the judicious use of community resources. Her participation in Telepsychiatry services is also evidence of her support for the above goals. 


Name: Steve O’Connell
Service: Mental Health
	QUALITY
	Dr. Steve O’Connell provides a variety of comprehensive psychological services throughout the VAMC and frequently interacts with other clinical services. Dr. O’Connell works closely with the Geriatric and Extended Care Service and participates in the screening, evaluation and treatment of patients and provides consultation and educational interventions to staff, patients and their significant others. He fulfils a vital role assisting the treatment team in the management of behavioral disturbances by providing expert advice. In addition, Dr. O’Connell provides consultation to VAMC staff for patients receiving acute inpatient medical care. Dr. O’Connell has participated in the Root Cause Analysis process.

	ACCESS
	Dr. O’Connell has made available to our veterans various treatment modalities including biofeedback for the treatment of anxiety disorders. He also runs a smoking cessation program. In addition to these responsibilities, Dr. O’Connell also provides psychological services at Decatur CBOC where he offers mental health care one day per week. 

	CUSTOMER SATISFACTION
	Dr. O’Connell is well respected by his peers, patients and VAMC staff; our Service has received compliments regarding the quality of the care he provides to our veterans. Dr. O’Connell has also been responsible for providing oversight to the annual stress management series presented to employees by our psychology interns.

 

	COST AND VALUE
	Dr. O’Connell screens patients to determine appropriateness of nursing home care unit placements and provides mental health services at Decatur CBOC.


	FUNCTIONAL STATUS
	

	COMMUNITY

 HEALTH
	The following areas discussed above relate to this area too:
- stress management series
- smoking cessation program

- biofeedback as alternative strategy for managing stress




