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The major initiative targeted for Delaware, and developed at the Pittsburgh One VA Conference, was the development of a telephone system at this VAM&ROC (VA Medical and Regional Office Center), which would enable callers from anywhere in the State, and in some instances outside the state, to be able to contact, toll free, any element of VA service (VBA, VHA, or Vet Center) through a seamless telephone system.  Prior to this initiative (and the reason for this initiative) callers coming into the regional office through the VBA toll free number (1-800-827-1000) could not be transferred to any service lines offered in the medical center or Vet Center.  Since the meeting in Pittsburgh, and in conjunction with the Virtual Information Center project in SDN 2, we have installed a new phone system in the regional office, and as a major facet of that installation, have tied into the existing medical center switch.  As a result of this telephone project, we now have three-way transfer capability, Vet Center to medical center to regional office and vice versa, and callers from anywhere in Delaware, through one phone call, can be connected to any service line offered by the regional office, medical center or Vet Center.  Additionally, as of March 1, 2000, we are now a part of the NARS (National Automated Response System) which allows callers to get basic information (including latest check date, amount, and address) about their benefits through use of an automated phone system.





A second initiative which has been implemented as a result of the One VA conference is the outstationing of an RN (who is also part of our marketing team) in the regional office.  The RN offers various screenings (blood pressure, cholesterol, etc.) to regional office visitors, as well as assistance with enrolling or registering with the medical center.  This provides personal one-on-one service with visitors to the benefits office who may not have been aware of eligibility in or services offered by the medical center.  Questions about the initiatives mentioned above may be directed to Tom Keenan, Veterans Service Center Manager, at the number listed above, or via MSExchange.





