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1,400 
meals to Veterans and their families each and every week—to inpatients, homeless Veterans seen in Clinic, and even Emergency Department patients under observation.   
The hub of their day-to-day operations is the Diet Center, which handles 
computerized 
patien
t orders and therapeutic dietetic
 needs.  Clinicians enter meal orders into the system, and the food service staff prints the order, which serves as a “meal ticket.” 
 
The meal ticket is then brought to the food assembly line, where 13 food service workers prepare the meals ahead of time, using the Advanced Delivery System (the food is heated later).  All of the cooking is done in-house by two cooks—Mike Smith and Mike Pines, affectionately known as M&M.  Since there are many safety control points involved in this process, it takes 30-40 minutes to assemble about 60 trays of food, with the last step being a quality assurance check.  This step is critical, designed to ensure that the patient has no food allergies, that diet
etic
 needs have been met, and that any allowable preferences have been accommodated. 
To help stay on top of their game, the Nutrition and Food Services (N&FS) staff hands out customer satisfaction surveys every other month to measure how well they are doing.  The Food Service team is rated from 1-5 (1 unacceptable; 5 excellent) on items such as the appearance of the meal trays, the quality of the food, and the politeness of the food service employees.  Roxane Barnes, Food Service Production Supervisor/Certified Safety Manager, says that “most of the time our surveys come back marked with a 4 or 5, and the staff 
is
 always given compliments by the Veterans.”  Roxane credits such positive feedback to the efforts of the entire Service, which includes not only 2 cooks and 13 food service workers but also 7 dieti
t
ians and a small, yet stellar, support staff—all under the leadership of N&FS Chief Tracy Uriat
i.  We have a great team who is
 committed to the mission,” Roxane adds.  “All of the staff, from food service workers to the supervisors, 
is
 very conscious of the nutritional needs of the Veterans we serve.”  All meals 
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Cidalia Tavares (Geriatrics)
Benjamin Westley (Medical Service)
Richard Flynn (MHBSS)
Allen Anderson (Nursing)
Judith Glaskin (Pharmacy)
Christine Huber (Pharmacy)
Jamu
 Sanders (Police Service)
Freida Cormier (Quality Management)
Jennifer Primack (Research)
Chari Hassell (Credentialing)
John Clancy (Clinical Engineering)
Raymond Ethier (Facilities Mgmt)
Richard Grey (Facilities Mgmt)
Carlos Rosa (Facilities Mgmt)
Gordon Tate (Facilities Mgmt)
Mary Suneson (Geriatrics
James Arrighi (Medical Service)
Bich-Thuy Sim (Medical Service)
Bruce Meltzer (MHBSS)
Kathleen Sances (Nursing)
Stephanie Agonia (Nursing)
Travis Caldarone (Nursing)
Kayla Diblasi (Nursing)
Deborah McKenna (Nursing)
Maureen Medeiros (Nursing)
Sarah Messenger (Nursing)
Jill Chipperfield (Nursing)
Jordan Kennedy (
Quality Management
)
Christopher Chace (Pathology & Lab)
Rena Clarke (Pharmacy)
Ronald Algieri (Pharmacy)
Jessica Andersen (Primary Care)
Gargi Kundu (Primary Care)
Rosalind Mandelbaum 
(Prosthetics-Research)
Janice Ambro (Quality Management)
Erika Fennvillella (Quality Management)
Madhavi Reddy (Research)
Harold Angell Jr. III (Canteen Service)
Robert Deniger (Canteen)
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 “
Hands that Serve; Hearts that Care”
           
          
                                     
by 
Anchor
 Correspondent Deb D’Alessandro
)                                                                                     
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Behind the scenes, tucked away on the fourth floor of the Providence VA Medical Center, you’ll find a team of dedicated employees busy at work.  Their mission is very simple: “
hands that serve; hearts that care.”
  They are our food service workers, who tirelessly prepare and serve about
 1400 
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Director’s Spotlight
 
    
The VA’s Core Values and Characteristics                  
 
Over the past few weeks, we 
have 
all received training on the newly
-
 approved Core Values
 (
Integrity, Commitment, Advocacy, Respect, and Excellence) and Characteristics
 (
Trustworthy, Accessible, Quality, I
nnovative, Agile, and Integrated
.  The 
ICARE
 values describe 
who we are 
as an organization—our culture and our character.  They serve as a foundation and common bond between 
each and every one of us
.  The Characteristics are 
what we stand
 
fo
r, and they help guide 
our day-to-day 
decisions.  Beginning this week, the VA will roll-out these core values and characteristics to the general public—in other words, our Veterans, their families, and our stakeholders.
We don’t have to dig too deeply to see how these values and characteristics align with who we are and what we do.  Our Integrated Ethics program, for example, 
is one way we 
ensure 
that 
we “wa
lk the talk;” while our Magnet J
ourney demonstrates our commitment to creating a more patient-centered environment.  We also have an active Veterans and Family Advisory Board
 that’s building an alliance between Veterans and facility leadership and advocating for Veterans issues
.  We have a robust Civility, Respect, and Engagement in the Workplace (CREW) program, and our Systems Redesign program helps us continually improve and create an environment of excellence for our Veterans and for our employees.
Recently, our 
Patient-Centered Care 
Committee modified its “Tell Someone Who Cares” card to fit the ICARE criteria.  They are in the process of developing criteria to recognize employees who have gone “above and beyond” in embodying these values and characteristics.  We have already received several submissions, and we hope to share their stories on our Intranet page in the near future.  
The VA core values and characteristics are more than just words.  
Technology, systems, and other resources all have a role to play, but it’s people—each and every one of you—who take care of our Veterans.  I 
know 
we are already demonstrating these values and characteristics each and every day, and 
for that I thank you.  T
hat’s why I’m proud to be a part of this Medical Center.
VINCENT NG
Medical Center Director 
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Hearts that Care
 
 
(continued)
served are guided by dietary and nutritional requirements as well as
 
national initiatives such as the Health Diet Initiative (which increased the amount of fiber and lowered the amount of sodium used in the menus) and the VISN 1 Green Initiative, which has decreased the use of Styrofoam materials and improved the appearance of the meal trays.
Another reason for the positive feedback, the staff believes, is that N&FS serves more than just meals.  They take the time to talk to the Veterans, treating them with honor and respect—like one of the family.  They go above and beyond to make the Veterans’ stay as enjoyable as possible.  Veterans’ birthdays are acknowledged with a card from the entire staff as well as a card made by local Girl Scouts obtained through Voluntary Service.  The Veterans also get a birthday cake--as long as the dietician allows it!  Holidays such as Fourth of July, St. Valentine’s Day, and Thanksgiving are also celebrated with special menus: each meal tray is decorated with favors to highlight the day.  Sometimes it’s nothing more than random notes given to the Veterans with their meals that simply say “Hope you feel better soon” or “Thanks for serving our country.”  Finally, supervisors make a point to publicly acknowledge and praise staff in monthly staff meetings; they regularly celebrate accomplishments as a team.    
Healthy, first-class food, a caring and dedicated staff,
 
birthday cards and cake—it’s no secret that N&FS sets high expectations for themselves, all for the benefit of our Veterans.  No wonder their mission is “
hands that serve; hearts that care.”
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There has been much talk within healthcare these days about collaboration and care coordination—it’s 
simply 
impossible to provide patient-centered care without these two key ingredients.  One shining example here at the Providence VA Medical Center is the Outpatient Vascular Wound Clinic, managed by Elise Chapman, MA, RN, WCC.  Working closely with the Outpatient Vascular Clinic, the Outpatient Vascular Lab, the Outpatient Dermatology Clinic, and the Outpatient General Surgery Clinic; Elise serves patients with peripheral vascular and venous diseases, pressure ulcers, lymphedema (swelling that occurs most often in the arms or legs), varicose veins, a
nd patients undergoing dialysis.
 
) (
Elise Chapman with Veteran 
         
William Finlay
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In 
addition, 
many providers consult with Elise 
for her knowledge on a variety of wounds.  She is the primary trainer of all clinic C staff in compression boot therapy, and they are the only ones who have the competencies.
The Vascular Wound Care Clinic had 275 visits during FY10.
                                                
) (
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Collaboration and Care Coordination is the key
…
C
 
Specialty Clinic Corner
           
                                       A patient typically comes to the Vascular Wound Clinic from                           
the Emergency
 
Department or from Primary Care, by way of the specialty clinics mentioned above.  
E
lise thoroughly assesses each patient and is responsible for triaging those that need immediate attention.  Based on the patient’s condition and needs, Elise can offer a variety of treatment services. She might offer c
ompression therapy, which involves the use of
 calamine or zinc-impregnated unna boots (moist, gauze compression bandages) or three/four layer wraps for treatment of venous insufficiency. She might also offer t
opical/local wound treatment, which
 
involves the use of a
 variety of wound care products to treat venous ulcers, diabetic ulcers, and other various wounds such as burns, skin tears, and fragile skin.  
Compression stockings
 and socks are another option--specialized hosiery items designed to increase blood circulation. Their main therapeutic purpose is to provide graduated pressure on the lower leg and foot and, in some cases the thigh, to alleviate circulatory problems such as 
edema
, 
phlebitis
, and 
thrombosis
.
Elise works closely and collaboratively with nurses from the Home-Based Primary Care Department, from Visiting Nurse Agencies, as well as from a variety of nursing and assisted living facilities.  She often collaborat
es
 with the hospital Certified Wound Care Nurse on treatment/prevention modalities for patients requiring pressure ulcer care
—for 
lesions which are caused by many factors such as unrelieved 
pressure
, friction, humidity, temperature, age, and medication.  
When asked what her biggest role in the Vascular Wound Clinic, Elise says it 
is 
to provide education to patients, families, and caregivers on the appropriate disease processes for which the patients are being treated; how best to live with what they have; and even more important how to prevent future issues.
 
She often encourages patients to see people from ancillary services such as nutrition, diabetes management, physical therapy/occupational therapy; she refers many to the MOVE! program to help them lose weight and/or maintain healthy lifestyles.
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PRRC Open House
On July 20, the Psychosocial Rehabilitation and Recovery Center (PRRC) hosted an Open House/BBQ to welcome Veterans and Medical Center staff to learn more about the program.  Veterans Melissa Bassett, Norman Cabral, Dan Rich, Thelma-Nancy Greene, and Dan Greene shared their recovery journeys.  
The PRRC is a recovery-oriented, specialized mental health day program that offers daily psycho-educational groups, wellness programming, community outings, and peer support services.  The goal of the program is to empower Veterans with serious mental illness to develop their own wellness goals and to encourage meaningful community involvement.  Participation in the program begins with an orientation to the PRRC and an assessment followed by the development of an individualized Recovery
 
Plan.
Click 
here
 to learn more about the PRRC. 
) (
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…Around the PVAMC…
Medical Staff 
Neurologists 
Albert Lo, MD, PhD
; and 
Steven Mernoff, MD
; 
Steven Buka, 
MD,
 
of
 Brown University have been awarded a 
2-year grant from the National Multiple Sclerosis Society for $800,000
; 
Melissa Gaitanis, MD
, received a 
Teaching Excellence Award from the Infectious Diseases Fellows
.  
Our next Blood Drive is August 24
th
.
  Last quarter, we 
surpassed our goal for the RI
 Blood Center
 Blood Drive with more donors here waiting to give at 4pm!  
Thanks to your efforts, o
ver 150 Rhode Islanders will have the blood they may need this summer
.
 
 
The winner of the 2 box seats for the July 18 Pawtucket Red Sox game was
 Facilities Management Service’s
 
Paul Poulin.
From front page 
Nutrition & Food Service
 photo, 
first row, kneeling left to right
:  
Lois Paolisso, Deborah Kamps, Lorna Castillo, Marilyn Gilligan, and Tracy Uriati;
 
2
nd
 row
: 
Roxane Barnes, Susan Boyd, Marianne Bates, Michael Smith, and Michael Pines
; 
3
rd
 row
: 
Ramel Shaw, Brooke Cherko, Thomas Day, Gary Threet, and Sarkis Hand.
  
Not pictured are
:
 Jayne Furze, Paulette Johnson, Amy Barrette, Shannon Gorski, Liz Cappalli, Alan Simmons, Joseph Medeiros, Patricia Delsanto, William Arsenault, Steven Quinn, Norman Rezendes, 
Debra Gibbons, 
and Volunteer Bill Oremus.
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Service Awards
Counter-c
lockwise from top left:
 
The following individuals received Service Awards in July:
 Medical Staff’s Lynn Marquis, RN, (25-yr); Dr. Nancy Freeman (25-yr); Linda Miller (30-yr); and Dr. 
Dennis 
Mikolich (25-yr); 
and
 Environmental Management Service’s Mark Tortolani (30-yr) and Kim Goodheart (
2
5-yr)…Outreach Task Force members Rochelle Fortin, Laurie Harris, Joanne Cardoza, Cara Gregory, Beth Grady, Chris Morse, Mary Barros, Bernie Greene, Michaela Black, and Carla Murchelano, 
at 
PAWSOX Armed Services Night.  
To view photos from recent events, click on links below:
All Employee Picnic (July 1
4
)
Employee Incentive Awards Ceremony (July 13)
) (
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Got Story Ideas?
Please submit your ideas to 
Thomas.Antonaccio@va.gov
.
) (
Need Enrollment Info
?
Please 
call (401) 273-7100, ext. 3300
) (
PVAMC Website
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