Patients as Experts, Patients as Partners:
Integrating the Patient and Family Voice into Hospital Operations

Dayton VA Medical Center
Veterans Advisory Council Charter

Purpose:

The Veterans Advisory Council will serve in an advisory capacity to assist the Dayton VA
Medical Center in personalizing, humanizing, and demystifying the healthcare experience.
Membership of this council will be a working task force to help the Dayton VA Medical
Center always put patients and families first.

Scope:

The scope of work for the Veterans Advisory Council will:

Actively promote and create new and unique opportunities for communication and
collaboration that emphasize responsible and personalized Veteran-centered care

Objectives:

The primary objectives of the Veterans Advisory Council are:

To provide ongoing feedback that aids in establishing organizational priorities and to address
patient service issues

To assist in promoting highly effective practices in response to patient/family needs and
priorities

To improve the patient experience as measured by patient satisfaction survey scores, personal
letters, and other data-gathering tools

To educate the Veterans Advisory Council membership so they can become community
good-will ambassadors for the Dayton VA Medical Center

Membership:

The Veterans Advisory Council will include:
13 patients and family members

(staggered with new memberships accepted in July and January each year)
2 Dayton VA Medical Center leadership members
3 Dayton VA Medical Center staff
1 Patient Advocate
1 Coordinator of Relationship Based Care Activities
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Qualifications:

As a member of the Veterans Advisory Council, the patient or family member:

Must have previously utilized services at the Dayton VA Medical Center

Needs to be available and willing to commit to attend monthly meetings

Is willing to share and actively participate in moving the agenda of the council
Participation Guidelines for membership participation include:

The Council will meet 11 times a year to support Veteran Centered Care:

Meetings will be 2 hours in length and always include an educational component

One meeting of the year will be informational in nature in order to recruit new membership
A member will become inactive after three consecutive missed meetings

Inactive members will continue to receive email notifications and meeting minutes during
his/her term

Voting privileges of inactive members will be reinstated after attending 2 consecutive
meetings.

Participants will be encouraged to serve on other hospital committees that would be
beneficial to the work of the Council and regularly communicate the work of the committees
to the Veterans Advisory Council

Terms of participation and Council leadership include:

General membership will have renewable two-year terms beginning in January or July of the
appropriate year

The Council will be directed by a four-person Leadership Team consisting of:

o0 Veteran Chair and Dayton VA Medical Center Chair
o0 Veteran Vice-Chair and Dayton VA Medical Center Vice-Chair
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The Leadership Team will meet monthly to set agenda items, prepare an annual evaluation of
activities, and recommend budget items related to Veterans Advisory Council work

Veteran leadership terms of service will be determined by the Council

Dayton VA Medical Center staff leadership terms of service will be determined by the
hospital leadership

The Veteran Vice-Chair will rotate to the position of Veteran Chair

The Outgoing Veteran Chair will be encouraged to remain a member of the Veteran Advisory
Council for at least an additional year

Elections will be held as set by the Council with nominations taken at October meeting and
elections at November meeting

Veteran leadership will take office starting in January of the new year

Recruitment:
Recruitment guidelines for new membership for the Veteran Advisory Council include:

Using current members to assist in the new membership recruitment process
Providing information about the Council on the consumer portal of the hospital’s website

Providing brochures in all patient areas, and other offsite locations, to recruit new
membership

Soliciting personal recommendations by Dayton VA Medical Center staff and members of
Governance

Membership Ethics and Responsibilities:
Members of the Veterans Advisory Council will uphold the highest standards of ethics and
responsibilities in accomplishing the purpose and scope of the Council by:

Being active participants at all meetings

Informing the Chair if unable to attend
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Maintaining Veteran confidentiality

Registering as a hospital volunteer which includes a background check and orientation and
permits the member to receive volunteer benefits

Attending a Relationship Based Care Retreat or Training Session

Issues not to be addressed or considered by this Council include, but not limited to, are:

Financial Aid
Special Interests

Support Group and/or Therapy

Personal Health Issues
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Join the Dayton VA Medical Center
Veterans Advisory Council
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e Have you ever wanted to influence the development of services and programs in
your community?

e Do you want to learn more about the programs and activities of your local
hospital?
~ If so, the Dayton VA Medical Center has a unique opportunity for you!

As part of our implementation of an innovative patient and family centered care model,
we have created a Veterans Advisory Council. The Dayton VA Medical Center’s
Veteran-centered care philosophy recognizes the perspectives of patients and their
families as valuable resources and the importance of involving them in shaping our
hospital services.

The purpose of the Veterans Advisory Council at the Dayton VA Medical Center is to:
Respond more effectively to patient/family needs and priorities

* Assist the hospital to improve relationships between Veterans, families, and healthcare
providers

* Build community partnerships with the hospital

* Provide ongoing feedback to aid establishing organizational priorities, Veteran service
issues

What are the Responsibilities
of the Veterans Advisory Council Members?
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The Veterans Advisory Council Members are a diverse group of people who identify
issues that are important to Veterans who choose Dayton VA Medical Center as their
healthcare provider.

They also:

» Advise Dayton VA Medical Center leadership in the practice of Veteran and family
centered care

» Are committed to the Council purpose statement

 Have enthusiasm for the hospital’s mission of excellence in Veteran care, education and
family advocacy
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 Have the ability to share both positive and negative experience in a constructive way

* Recognize the importance of Veterans Advisory Council members who participate
 Have good listening skills

* Have the ability to communicate and work with families and staff whose backgrounds,
experiences, and styles may be very different from your own

* Are optimistic and realistic individuals

* Actively participate in monthly meetings

* Bring their unique perspective

* Want to make a difference

Why Should | Serve?

- To help others and share what you have learned

* To influence the direction of activities, services, and policies

* To learn more about programs that may benefit you and your family members

» To make a difference. This is your opportunity to create positive change in the lives of
individuals and their families. Your concrete and practical knowledge about disease
processes can help ensure that the decisions made by the larger organization are informed
ones

Can | Really Make Change Happen?
Usually change occurs when people become aware of what needs to happen. You can
make change happen by getting involved; giving your time and energy to the Council,
and helping others get involved.





