
DEPARTMENT OF VETERANS AFFAIRS 

Office of the General Counsel 


Washington DC 20420 


FEB 29 2012 

In Reply Refer To: 

The Honorable Carolyn N. Lerner 
Special Counsel 
U.S. Office of Special Counsel 
1730 M. Street, N.W. Suite 300 
Washington, DC 20036-4505 
Attn: Catherine A. McMullen, Chief, Disclosure Unit 

Re: OSC File No. 01-11-2679 and 01-11-2798 

Dear. Ms. Lerner, 

This is in response to the e-mail requests on January 20 and February 14, 2012, 
from Ms. Siobhan Smith of your staff for additional information to supplement the 
Agency's response to allegations reported by an employeeNeteran and the employee's 
supervisor at the Department of Veterans Affairs Boston Healthcare System (VABHS), 
Brockton Division (Brockton), Business Office, Brockton, Massachusetts (OSC File No. 
01-11-2679 and 01-11-2798). 

Specifically, your office asked for VA's response to the Whistleblowers' 
contention that the subject employees' policy rationales for accessing the 
Whistleblower's records appeared to be pre-textual, based specifically 011 the assertions 
by the Whistleblowers that no such policies were in place at the time. You also asked 
us for additional information and clarification on how or why the access the subject 
employees stated was for Urgent Care visits do not match up with the dates the 
Whistleblower actually visited Urgent Care. You further asked VA to provide additional 
information regarding the current status of the disciplinary action mentioned in the 
report. 

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

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

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

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

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

Date of access Purpose for access 

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

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

7/17/2009 Whistleblower checked into Urgent Care 

VABHS has taken corrective action concerning the named Employee who 
violated VABHS's Privacy Policy. The individual received a proposed reprimand. On 
January 5, 2012, the deciding official mitigated the penalty to an admonishment and 
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required the named employee to undergo Privacy retraining. The following factors were 
considered in the decision to mitigate: the named Employee had no prior disciplinary 
action; there were no further instances by the named Employee during the 1 year since 
the original occurrence; and the past performance of the named Employee during a 7 
year career at VABHS, which included multiple performance awards and special 
contribution awards. 

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

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

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

Sincerely yours, 

b~~~ 
Walter A. Hall 
Assistant General Counsel 

Enclosures 
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j d&Cncy Position No.POSITION DESCRIPTION (please Read Insll'lIctions on the Back) ~33';>.A 
2. Reason fur Submission 

1 
3 . Service I Jti 4. Employing Officc LoOlllion 5. Duty Stillion (f. OPM Certification 

181 Redescription . o New o Hdqtrs Field 523 

or "tablislunent o Other 
, 7. Fair Labor Standards Act 8. Financial Statements Required 9. Subjectto IA Action 

)d'Exempt r Nonexempt 0 -. 0 EftIIlIoymllll '21'Yes ONoExpl... _don (SiIOIV allYpositions replaced) Po_I .nd FIa.ncIIl 

R.,(,.!?bse,..1It.,f "T'fu ," ..,.f 10. Position !)tatus 11. 12. Senslllvlly 13. Competitive Level Cod. 

'1/lb/Q -~A'IL 
~ Competitive P~~f. r&l1.Non-

Senalliv o ~rlIlOllI )(J7 
PD#2333A 6 -'-3<J', ••q PAitYJ oExcepted (Sp<cf/yIIlRtmarItl) J~It1t6.~ 14. Agency Use 

tMCfMWfBt D SES (GeD.) D SES (CR) [gINIIIIher D;OnCrill D~Declal 16 -0 \;1.., 
1<; ihv Offioial Title .. PavPlan n"""naflnnal GrA Inlll..1 n_ 

a. U.S. Office ofPcr· 
5Onll.oI MunagemcDt 

b. Departmenl, Agll110Y 
Or Establishment 

Co Scoond Level Review 

d. First Lowl Roviow 1\ {,J) i CA L "'(JMriJ~$-r~trf'iON SPt(;.,'Wn-ri 30/ 'f r;r; fir/!0 A·P.~5 
o. Recommended by Medical Administrative Specialist

SllflOrvisor or 11litialll18 
Office 

16. Organization Title ofPosition (1.(d{ffersfllj'rolllille qff/clal tllle) 

18. Department. A,gOIlIl}', or Establishment 
Department ofVeterans Affairs 
a. First Subdivision 
VA Boston Healthcare System 
b. Second Subdivision 
Bu,.''''ess Office 

-

GS 301 10 

17. Name ofEmpioyee (t/vacal1l, speclJjl) 

c. Third Subdivision 
Patient Services 
d. Fourth Subdivision 

e. Fifth Subdivision 

SIgnature ofEmployee (optional)19. 	 Employee Review - This is an aceuratc description of the mlllor dulios 
and responsibilities ofmy position. 

20. 	 SuperYlsory CertificafioJl. I cerlify Ihal Ihll Is an accurate 81atement qf 
IIIe mqJor dllties and responslbtlltles of Ihl8 poslffon and Its organlzatlOl/Q1 
ITJlallollsi,ips, and Illat lhe position Is IIflCflSSary to carry oul Government 
jUllctlonsjor which I am respolIslble. 71118 cel'l(/Icatlotl is ",ade 1,1111 lire 

8. Type Name and Title ofImmediote Supervisor 
Anne Dow, Assistant Chief 
Signature Date 

'21. 	 ClolllllDcation/Job Gradlog Certification. I certify IIIQl {iris posltloll has been 
clas.:(fiedlgradedQlJ I'eqllil'tldby TIlle 5, u.s. Code III corlforlllQlICe IVII/I.rlandarrh 
pllbli.rJred hy IIIe U.s. OJIlce ofPer.rollllel Ma,ltlgBme/l1 or, /f11O pllDli8l1ed SIQ,rdarrh 
apply dil'llctiy. consistently willi/Ire 1//031 applicablll pl/hUs/led slQlidardl. 

Typed Name lind Title ofOmoial Tllking Action SCOTT T. JONEG 
HR SPECIALI~)T 

Signftture C~ Date 

~y.~ t/s/JO.A>f)c 

/mowledge Ihat this l1/Iol'lllal/011 Is 10 be tlsedjar stalfllorypurposes re/alllll 
toappalfltment and fHlJIlllenl ofpublic fimd8, and 11101 jalse or misleadlllg 
stalements may consll/llte Yloiallons ojsuch stalllB8 or their implemenlillg 
reg-ulattolls. 

b. Typed Name and Title ofHigher-Level SupervisorDr Manager.(.optlonaf/ . 

Cathleen A ephens, Bu~s~ceManager 


Signature ~2)SZ.{ 1)/M 
22. Position ClassifiOllJion Standards Used In Classi1Y.lnglOradlng p~on II 
w~ 0. p"" d"JSlrI./V C/lltttl1CA:;'I~" St,,.,,I()/If,.} 1",,- .,,.,6 6l-..p1 .,4f1Ja;,"W60l(,}" 

11''''''/111'1111171• .,. IIMI Aw~IlI'l.J,:tI( to,,;,·., 1/7f} 1"f'-'fJ~ . 
- USol''''' Al2I'I~lt...rIPlt N.I4t)!k( tk-A '" rIJ411K7f1l'J lwlo/ D,.,lI<!1 a41l iTS-1\S" 

Informfttion for Employees. The stftJldards, and information on their appliOlltion, 
are avnllable in the personnel office. The classification of the position may be 
and corrected by tbe llgency or tbe U.S. Office of Personnel M8I1agement. Infor­
mation on classification/job gradingappenls, and complaints 00 exemption from 
FLSA. is available from the person nel office or the U.S. Office of Personnel 
ManllfIemcn.t 

23. Position Review 
8. Employee ("pliotla/) 

Initials Date Initials Date Initials Date Initial Date Initial Dale 

b. Supervisor 

c. Classifier 

24. Remarks 

'(;.3 V 
Supv, Lv 1:. ¢ BUS: iJ~ IJ..'7.l.. 

25. Description ofMqjor Duties and Responsibilities (See Altaclled 

Risk Lvi: MCD ti 
Automated Optional Form 8 



appropriate applicants; counsels non-service connected veterans to determine ability to defray costs of 
medical care elsewhere. Determines extent of release of medical or social Information from patients' 
records. Safeguards and ensures rights of the patient. 

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

coordinates tests and procedures which cannot be done at the Medical Center. Coordinates patent 

referrals and transfers to and from the Medical Center. 


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

Notifies appropriate personnel of veteran's placement on the "Serlously III" List, inputs action to VISTA, 
~nd ensures ~pproprlate paperwork is completed and filed In the patient's administrative record.. 

.	Serves as the key contact for veterans, family members, visitors, VA administrative and m¢dlcal staff, 
and other Individuals or organizations regarding eligibility and entitlement to VA health .care, death 
benefits, beneficiary travel, and patient fl,lnds. Verifies eligibility by means of appropriate 
documentation or through Master Veterans Records, HINQ, VA Regional Office, or other services. 
Ensures eligibility Information and verification Is correctly Input Into VISTA and In the patient's 
administrative record. Counsels patients regarding their eligibility for VA benefits. Notifies the Medical 

.' Administration office Immediately of all Ineligible applications or unusual cases. Refers patients who do 
. not reside within the Medical Center's fee service area to the VA Medical Center nearestthelr home for 
care. 

Inte~lewsnext-of-kin of deceased veter~~s'~lth~r'inp~~~~~'or by recorded telephonic conversation 
.regarding arrangements for release of remains. Explains burial benefits and completes funeral 
arrangements. Completes death package promptly for appropriate signatures and distribution. Arranges 
contract burial when unable to identify next- of-kin or deSignee Including body identification and 
verification of funeral service performed in accordance with VA regulations. Processes release of funds 
and personal effects. 

Determines the appropriateness of notifying the medical examiner on unusual deaths. Investigates 

unusual incidents occurring during tour Involving welfare, injury, abuse of patients, loss of personal 

property; infractions of VAMC rules; etc. Provides written and oral reporting of incidents Involving 

beneficiaries, employees, as well as safety or other Issues. 


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

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



Implements search plan for missing patient; Informs next-of-kin of search status, as appropriate. 

Observes for safety, potential problems and takes corrective action. Delegated a uthorlty to act on behalf 

of the Director to initiate actions dealing with disaster situations, in accordance with hospital-wide 

disaster plan. Responds to emergencies, determines priorities and nature of action to be taken; 

authorizes services, supplies and personnel; notifies authorities as situation dictates. 


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

Routinely checks the waiting areas on a daily basis to identify patients who may need immediate 

medical attention or appear confused or disoriented. Notifies the medical staff when potentially serious 

complaints are identified or observed. Performs necessary administrative processing for emergent 

cases. 


Ability to conduct administrative interview for new applicants for care or when existing information 

requires updating. Inputs complete and accurate Information Into VISTA. Obtains patient's signature on 

all applicable forms. Initiates paperwork required to complete the evaluation/treatment process by 

Imprinting forms wIth patIent Identification data. Operates camera and computer program for Veterans 

Identification Cards (VIC). Creates medical and administrative records for all patients with correctly 

affixed Identification labels, I.e, bar codes, POW, service connected, allergy, MCCR, etc. 


Ability to complete the means test when appropriate and counsels veterans regarding entitlement to 
treatment and billing procedures. Can complete and InItiate paperwork for adjudication of the means 
test or when a hardship waiver Is requested. Requests approval from Patient Account Office, Busir.less 

.Team, for continuation of care•. 

Obtains insurance information and a copy of the insurance card for all veterans and forwards copy to 
MCCR. Screens encounter forms for completion of billing information such as diagnosis, CPT codes for 
speclarprocedures, and whether treatment was received for a non-service-connectedc::onditioo;Enters - r,~ ',-' ,-::" ....,. 
completed data into VISTA. Returns incomplete encounter forms to the clinic provider for completion 
when necessary. 

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

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

Performs duties which Include entering patient appointments Into VISTA. Ordering any necessary 
laboratory or radiology requests as ordered by clinical staff. Entering Information Into PCMIVI and 
completing the patient checkout process. 

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



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

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

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

Maintains patient's valuables In the safe. Inventories valuables monthly and sends E-mail report to Staff 
Assistant, Primary Care. Verifies Identity of the patient or next-of-kin prior to release of valuables. 
Notifies Regional Council of unclaimed valuables for disposition. 

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

.. , leave coverage with schedule published with changes a minimum offourteen (14) days in advance •. 


, .; "Responsible for calling In all necessary employees on an overtime basis to attend to patient care needs 
or for emergency repairs, etc., Including calling In phYSicians as requested by the MOD: Secures 
resources for services needed to manage the Medical Center. 

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

Provides care and/or services appropriate to the age of the patients being served. Assesses data 
reflective of the patient's status and Interpret the Information needed to identify each patient's 
requirements relative to their age-specific needs and to provide care needed as described In the 
servicers' policies and procedures. 

In all Interactions with both Internal and external customers, will reflect an awareness of the medical 
centers commitment to the mission. To ensure customer satisfaction will support the tenets of good 
customer service, Including reliability, responsiveness, competence, access, credibility, security, 
communications and understanding the customer. Will make a constant effort to understand the 
customers needs and if pOSSible, provide a positive response to those needs. 

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

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



Contributes to the total organizational effort by submitting thoughts, ideas and suggestions on how to 
improve the quality, timeliness, efficiency and excellence of the medical center. In this-effort, will 
actively seek waysto improve every aspect of patient services and support functions. Looks for new 
ways to improve delivery of servIces, but also ways to improve other functions which impact the 
delivery of these services. 
Ability to process inter- and intra-facility consults and fee base consults. 

Screens telephone calls involving patient care and takes appropriate action as necessary. 

Reads team E-mail and takes appropriate action as ordered. 

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

Performs o~her duties as assigned by the Business Office Manager. 

FACTOR I • KNOWLEDGE REQUIRED BY THE POSITION: 

In order to function effect,ivi!ly and ,e,fflclently as an ADD, Incumbent must possess an infinite variety of 
information. Must have knowledge of,management's obJectives, goals, decisIons and policies. 
Knowledge of Medical Center organIzation, functions, specialties, and programs. Knowledge of medical 
resources In surrounding community. Knowledge of medical and technical terminology. 

Incumbent must be versatlle,.fully able to cope with any problems as they arise and resolve them quickly 
and decisively. Comprehensive working knowledge of applicable public laws, VA policy and regulations, 
station directives, legal decisions, and state laws dealing with care and treatment of veterans and 
beneficIaries (admissions, discharges, scheduling, inpatient and outpatient policy, fee services, 
domiciliary care,sharlng agreements, legal detention, beneficiary travel, patient funds and valuables, 
death details procedures and burial benefits, Compensation and Pension activities, medical and dental 

benefits, eligibility and related matters). Ability to locate and interpret all applicable regulations. Must 


. have a thorough knowledge of all aspects of 1M programs and knowledge of how theyintertelate,tO:Clil,,;< 

other Medical Center programs. 

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

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

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

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



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

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

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

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

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

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

Available to be recalled on an emergency basis In order to maintain administrative support for off-tour 
patlentcare. Knowledge of various services offered by the Medical Center, their physical location, and 
organization. 

Knowledge ofthe Medical Center In orderto refer patients or staff to appropriate personnel for 
q uestiorisconcernillgFeeSerVices; 'AeartW liifotfniftibil Management,'Office Operations, ek-~-',,·~,,·"'1- _.c-;.-',. 

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

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

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



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

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

Ability to identify and analyze complex problems or situations with a range of variables. Ability to 

complete' assigned projects, studies, narrative and statistical reports, reviews In a thorough, accurate, 

and timely manner. Ability to explain and orsanize complex Issues In writing. 


Available to be recalled on an emergency basis In order to maintain administrative support for off-tour 

patient care. 


Ability to guide 'and orient the continual turnover of medical and psychiatric Interns and residents.: ',. , 

received by this 'multi-divisional teaching facility, most of whom are unfamiliar with the Veterans ,:!., 


Ad mlnlstratlon as well as with the surrounding community, and many of whom are from foreign 

countries unfamlllarwith American culture, customs and linguistic nuances (i.e. slang terminology and. 

it's accompanying significance). 


FACTOR II· SUPERVISORY CONTROLS: ~/'S1' J1 tl/J../I, AID. 
The position reports to the GS#.:1a \ - L~ i SvP~ A,.vIS () ItY Medical Administration ~f!I'/~ posi~ion. ,. , 
The Patient Services Manager assigns work in terms of issues, functions, and overall objectives and ' 
serves as supervisor. The Incumbent plans, coordinates, and carries out the aSSignments independently. 

':1;'" ~;..t;··"FhEfAO[}.handlesproblemsand·resolves most confilctswlthOut reference to the suprn'V:tsQ~;tnl:Hw",fi.;!·' 
accordance with instructions, applicable precedents, pertinent law, organizational pollcy,'and 
established practices. Work Is assessed through reports of activity In terms of conformance with overall 
requirements. . 

FACTOR III - GUIDELINES: 

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

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



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

FACTOR IV - COMPLEXITY: 

AOD assignments cover a broad range of Business Office activities, of guidance to other on-duty 
personnel, and of patient and community relations which require the AOD to utilize a variety of different 
and unrelated procedures, using a multitude of knowledge and skills. In many instances, there may be 
alternatives from which to select a course of action or to decide upon an issue. The AOD must analyze 
the Issues involved in the tasks or problems brought forth, must select and apply the appropriate policy 
and procedure to resolve the issues, and must accept responsibility for their outcome, always 
considering both the medlco-Iega! aspects of a problem as well as the potential social-political point of 
view. 

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

Factors contributing to the overall complexity ofthe position are: . 
• 	 The extensive range of dutlesi personal contacts, knowledge, and abilities required by the 

position. 
• 	 The nature of a teaching facility with cont!nl:lal'.physician turnover, hence the need to provide 

constant orientation. 
• 	 The continual change in programs, procedures, policies and resources available In a tertiary 

Medical Center of this size. 

The incumbent serves on a rotation tour schedule encompassing regular and Irregular tours, weekends, 
and holidays. . 

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

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

FACTOR VI· PERSONAL CONTACTS: 

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



military personnel, other VA medical Centers and non-VA health facilities, media representatives, staff 
of Congressional offices, private physicians, attorneys, and the general public. 
These contacts occur in a relatively unstructured setting. Many contacts, both within and outside the 
Medical Center are routine in nature. However, given the diversity of functions and the unforeseen 
quality of events occurring on other than normal tours of duty, the potential exists for the AOD to 
encounter a wide variety of individuals from outside the Medical Center. Each contact may have a 
different purpose and the AOD may be required to assume various roles In the exchange or Interaction. 
The AOD may be exposed to dangerous and hazardous situations when confronted by hostile, 
aggressive, inebriated or substance-abusing Individuals, emotlc:'lOally disturbed or Irritated applicants, 
grieving families, or threatening patients while handling face-to-face exchanges or while taking 
threatening telephone calls. 

FACTOR VII- PURPOSE OF CONTACTS: 

The purpose of contacts will be as diverse as the variety of contacts themselves. They will range from a 
simple exchange of information to the control of drug-induced violent behavior exhibited by an 
individual In need of treatment. The need to interrogate, motivate, and/or Influence are regular and 
recurring aspects of the AOD's assignments. They regularly may encounter skeptical veteran~, fearful 
patients, uncooperative Individuals and dangerous situations. The AOD must beasklllfuLt;Qmm!JnicatOf, 
sensitive to nuances of behavior and ableto control a variety of potentially difficult inter~~ions. The 
AOD must remain calm and In control during these situations and be able to react quickly, precisely and 

",accyr:q~ely. ' 

FACTOR VIII - PHYSICAL DEMANDS: 

Thework is mostly sedentary with some walking, standing, bending, and carrying Items such as patient',s ' 
me~if~1 records, mall, supplies, etc. 

There are constant lnterruptions and, In some Instances, resolution of problems can become intense,' 
,!"",:..,:,(y~,."placing the incumbent in a position ofstress, on frequentoccasions. Incumbent.ma.y,a.I~Q~,e ~u:pje,cttQ;:'0'" 

physical danger from an escalating patient. 

FACTOR IX - WORK ENVIRONMENT 

The work is performed in the reception area hi a clinical environment with exposure to communicable 
disease, physical, and verbal abuse from disturbed patients, distraught family members, and visitors. 
Safety precautions are necessary. 

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


