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 	Clarksburg VA Health Care System
				1 Medical Center Dr.
Clarksburg, WV 26301
304-623-3461 or 1800-733-0512
						


Health Care for Homeless Veterans 
(HCHV)
Participant Handbook

· Health Care for Homeless Veterans
· Grant and Per Diem Housing Options
· HCHV Contract Transitional Housing
· HUD-VASH Supported Housing


“We Put Veterans First”

Tammy M. Fumich MSW, LICSW, HCHV Coordinator ext. 3583
Tammy M. Fumich, Grant and Per Diem Liaison ext. 3583
Melinda R. Bibbee, MSW, LGSW, HUD/VASH Coordinator ext. 3228
Darrell Allman, MSW, LICSW, HUD/VASH Coordinator ext.3699
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Mission
The mission of The Clarksburg Health Care for Homeless Veterans (HCHV) Program is to end the cycle of homelessness amongst Veterans through outreach and community partnerships.  This will be achieved through outreach, assessment, referral, case management and placement in transitional and permanent housing.  
 
[bookmark: _Toc251853104]Organizational Vision
[bookmark: _Toc251853105]The Louis A. Johnson VA Medical Center Health Care for the Homeless Veterans (HCHV) Programs is to end homelessness among Veterans.

Organizational Values
TRUST:	The basis of the Veteran case manager relationship is fundamental to all we do.
RESPECT:	To honor and hold in high regard the dignity and worth of our Veterans, their 	families, and our co-workers.
COMPASSION:	Our ability to empathize and demonstrate a caring attitude in all that we say and do.
COMMITMENT:	Our pledge to assume personal responsibility in the provision of services to our   	patients, their families, and our co-workers.
[bookmark: _Toc251853112]EXCELLENCE:	Being exceptionally good and of the highest quality in our delivery of Veteran 	care and in everything we do.                                                                                                                                    

Program Description

The LAJVAHCS HCHV Programs provide Outreach and Case Management services to Veterans who are homeless or at risk of becoming homeless.  Case management services are provided in both outpatient and residential settings.  The HCHV Program also provides indirect services to homeless Veterans through community networking and partnering on projects to benefit the homeless. All Veterans experiencing homelessness, males, females, single parents and families with multiple socio-economic situations and backgrounds are served by the Housing Program.

National VA program guidelines establish the definition of homelessness as:
1. An individual who lacks a fixed, regular, and adequate nighttime residence
2. An individual who has primary nighttime residence that is:
· A supervised publicly or privately operated shelter designed to provide temporary living accommodations (including welfare hotels, congregate shelters, and transitional housing for the mentally ill)
· An institution that provides a temporary residence for individuals intended to be institutionalized
· A public or private place not designed for, or ordinarily used as, a regular sleeping accommodation for human beings.
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Veteran Services

The idea of reaching out to Veterans in community settings was identified as a key concept when the HCHV Program was established.  Outreach is important because many homeless persons feel alienated from large, impersonal organizations such as hospitals.  Homeless veterans have high rates of mental illness and substance abuse, which may impede their access to established services. Housing Program Staff provide outreach services through networking with community partners to identify and refer Veterans to homeless services.

Community networking by homeless staff encourages and facilitates referrals by other homeless providers who may be in contact with under-served homeless Veterans.  This networking also minimizes duplication of services. The local and regional Homeless Continuum of Care meetings are a great networking mechanism and are attended regularly by HCHV staff. In addition, staff attends meetings of community agencies and programs to locate Veterans in need of housing assistance.

Homeless Veterans who are linked to the program are provided case management services to help develop a plan to address the problems associated with homelessness and to assist these Veterans in improving their quality of life in the community.  These goals are accomplished by providing Veterans with case management, linkage to medical and psychiatric treatments, the provision of housing, vocational resources, and improving psychosocial skills.  Homeless staff also works to improve the quality of life for homeless Veterans through participation in community networks and partnerships that increase the availability of resources for the homeless.

HCHV Programs Staff and Hours of Availability

Tammy M. Fumich MSW, LICSW, HCHV & GPD Liaison		M & W	 7:00 AM through 3:30 PM
									T & Th  7:00 AM through 7:00 PM
Melinda R. Bibbee, MSW, LGSW, HUD/VASH Coordinator 		M-F 	7:30 AM through 4:00 PM
Darrell Allman MSW, LICSW, HUD/VASH Coordinator 		M-F 	8:00 AM through 4:30 PM
	
 (
For After Hour Housing Emergencies please call the National Call Center For Homeless Veterans at                       1-877-424-3838.
   Trained responders will link you to local programs and services.  For all other after hour calls please leave a detailed message for your Housing Program staff member.  He/she will return your call during normal business hours. 
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Organizational Goal/Objectives

The first set of objectives is to provide treatment services to enable the homeless Veteran to achieve a better quality of life through supporting the Veteran’s entry into independent living in the community; 
· by increasing residential stability;
· by increasing income and skills
· by the Veteran increasing self determination

Additionally the Housing Program staff works to:
· Increase access to resources for homeless Veterans outside of the VA through community partnerships.

Housing Options 

HCHV Contract Transitional Residential Program 
 
Veterans who are interested in linkage with the VA and are willing to change their lifestyle, may be referred to a transitional residence for 180 days utilizing a VA contract.  Room and board is provided and linkage to case management for needed housing and employment services.  The Housing Staff will work with the transitional residence staff to help you accomplish Veteran Housing Plan goals.  Rules for referrals and placement will be reviewed to determine if the veteran is eligible for referral.  Abstinence from use of alcohol and/or drugs is required.  Transitional Housing orientation will include program rules, emergency procedures, safety practices, and program expectations.  Room and bed assignments are set per transitional program residential policy.  

Grant Per Diem (GPD) Transitional Residential Program
Veterans, who are interested in linkage with the VA and are willing to change their lifestyle, may be referred to GPD transitional residence.  Room and board is provided as well as referrals to community services, case management, and other VA programs.  The GPD Case Liaison will work with transitional residence staff to help you accomplish Veteran Housing Plan goals.  Rules for referrals and placement will be reviewed to determine if the veteran is eligible for referral. Abstinence from use of alcohol or drugs is required. GPD orientation will include program rules, emergency procedures, safety practices, and program expectations. Veteran must be willing to seek employment. If unable to work, veteran must be willing to apply for Social Security Disability or VA financial benefits. Veterans may remain in the Grant and Per Diem program for up to two years.  Room and bed assignments are set per transitional program residential policy.  

HUD/VASH Program
Veterans admitted to the HUD-VASH Program are assigned a case manager and must participate in development of a Recovery and/or Treatment Plan, which is a treatment or recovery-focused plan. This plan includes the active participation of the Veteran, who must have buy-in on all treatment goals in order for the plan to be successful. Treatment or recovery plans must be individualized and revised, as necessary, to meet the changing clinical needs of Veterans in the program. The Recovery and/or Treatment Plan identifies the Veteran’s treatment and housing needs and the expected actions of the Veteran, case manager, and other treatment and service providers to obtain the Veteran’s recovery goals.
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Program Sites


[bookmark: _Toc251853108]Clarksburg, West Virginia         

                                                                                                                                  
	 	The Clarksburg VAHCS is the primary location for the HCHV Programs throughout	 the North 
		Central West Virginia catchment area. All administrative functions, eligibility determination, data collection and reporting are provided at this site. 

		Clarksburg is also the location of 35 HUD/VASH (2009) housing vouchers, which are distributed to veterans in a collaborative effort with the Clarksburg Harrison Regional Housing Authority.  

		Clarksburg Mission is also located in downtown Clarksburg WV and operates transitional contract beds to serve veterans. (3/2011)


Fairmont, West Virginia


Fairmont is the location of 20 HUD/VASH (2010) housing vouchers, which are distributed to veterans in a collaborative effort with the Fairmont and Morgantown Housing Authority.  This Public Housing Authority operates in multiple surrounding counties including Preston, Taylor, Marion, and Monongalia. 

Fairmont is also the location of a 5 bed Per Diem Program (2007) which operates transitional  
[bookmark: _Toc251853109]housing to veterans at Scott Place.                                                                                                              
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Buckhannon, West Virginia


Buckhannon, is the location of the transitional contract beds at Opportunity House, halfway house.   	

Opportunity House has received funding through Grant and Per Diem funds to open an 5 Bed facility to serve veterans. (2012)
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Veteran Rights

Listed below are the rights you may expect while receiving services with the Clarksburg HCHV Programs.

You have the right to:

· Reasonable access to care consistent with the capacity, capability, and resources of the facility regardless of the source of your payment.
· Courteous, considerate, and respectful care in a safe environment that respects your personal value, and beliefs, regardless of race, creed, sex, sexual orientation, religion, national origin, language preference, socioeconomic background, or handicap.
· Consideration of your mental, emotional, social, spiritual and cultural needs and the opportunity for religious worship.
· Take part in decisions about your healthcare.  You or your designated decision-maker will be included in the planning of care and be able to express your treatment preferences.  This will allow you to be well informed so you can assist in your own treatment.                                                  

This right includes the following:

· Confidentiality of your information
· Privacy
· Freedom from:
· Abuse
· Financial or other exploitation
· Retaliation 
· Humiliation
· Neglect
· Access to pertinent information in a timely manner to permit you to make decisions 
· The expression of your choices and refusal of services as presented to you
· Choices include:
· Housing services
· Release of your information 
· Concurrent and /or multiple services
· Members of your services team
· Involvement in research or other program projects
· Access or referral to legal entities/services
· Access to self-help and advocacy support services
· Adherence to program guidelines and ethics
· Investigation and resolution of discrimination or rights violations
· Other legal rights/issues as may arise 
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Veteran Responsibilities

Your compliance with the following list patient responsibilities is necessary to assure the highest quality care. It shows the importance of your contribution to your care.                                                                                                
 Follow all Medical Center safety rules and posted signs, including smoking restrictions. Government facilities are smoke free and have designated smoking areas outside.  

 Follow VA Policy Memorandum 07-7 Firearms and Weapons states “No person including employees will be permitted to retain in their possession firearms, guns, weapons, ammunition, explosives, or incendiary  devices on VA Medical Center premises.”

 Follow residential program site policy regarding weapons.  
 Medication policy requires that are able to self administer medication as prescribed by medical practitioner, store medications as per residential policy, not allow peers access to your medicine.  HCHV Contract Transitional Housing and Grant Per Diem medication policies may differ at each site and you are required to follow your programs policy.

 Be considerate and respectful of all Medical Center personnel and other Veterans.
 Cooperate with your healthcare team.  If you have question or comments about your treatment plan, you are responsible for discussing it with your healthcare team.

 Give your provider an honest report and description of your pain.  Take your pain medication as ordered.

Prevent injury to yourself, other veterans, visitors, and staff members by reason of your own actions.

 Be responsible for the safekeeping of clothing, money, and personal possessions you choose to keep with you while in this Program.

 Keep all of your scheduled diagnostic or treatment appointments.  Be on time.
 Avoid interfering with the treatment of other patients, particularly in emergency situations.
 Encourage your visitors to be considerate of other Veterans and Medical Center personnel, and to observe visiting hours.

 Be understanding and patient if you encounter delays. 
 Make sure you understand what medications you must take following discharge, know whether you are scheduled for outpatient follow-up visits.

 No retaliation or humiliation will be tolerated and will be subject to residential facility decision to discharge.  

 Be responsible to follow specific residential house rules or subject to residential facility decision to discharge.  							
								7

Grievance/Complaint Procedures

We are committed to providing the highest quality care and hope you will be satisfied with services provided by the HCHV Program.  However, if you are not satisfied with the care you are receiving, do not understand the information provided, or feel that your rights are not being honored, please feel free to ask for more help. 
 
Try to resolve any concerns/disputes within the household/center/complex where you are residing. Housing Program staff wants your experience to be positive and will make every attempt to address your concerns as quickly as possible. We recommend the following steps for getting assistance or reporting a concern:
 
1. First, contact HCHV Housing Program Staff and state your concern to see if he/she can resolve the issue.  
	HCHV staff will respond within 5 business days.                                                                                                       	Request written responses, otherwise all responses will be verbal.  

Assigned HCHV Staff: _________________________Phone: 304-623-3461 ext.______

2. If the Case Manager cannot help or does not satisfy your concern, request to speak with                                                                                                                                                    Chief of Social Work: Dr. Richard Kaufmann(Acting)     Phone: 304-623-3461 ext. 3745

3. Contact the Patient Representative at the local VA Medical Center if you have not been able to resolve the issue with any step above.
	Patient Advocate
	Crystal L. Gray
	Phone304-623-3461 ext.3931

	
	
	


       4.  The Patient Advocate will respond to your complaint/grievance within 7 Days.

       5.  Complaints and grievances may also be addressed outside the VA:
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Legal Aid Services 
110 Sourth 3rd Street
Clarksburg, WV 26301
(800) 642-8279

Office of the Inspector General Hotline P.O. BOX 50410 WASHINGTON, DC 20091-0410 1-800-488-8244
CARF International		                                                      Voice/TTY 520- 325-1044               Toll free 888- 281- 6531






The Joint Commission
Washington DC Office
601 13th Street, NW
Suite 560 South
Washington, DC 20005
(630) 792-5000




No complaint or grievance will result in retaliation, humiliation, or barrier to services.


To file a complaint or grievance, include the following information:
· Name, address and phone number where you can be reached
· Explain the complaint
· Provide the result you want to happen
· Acknowledge any other persons who may be involved and their role in the complaint
· Ask for a written response if you want one                                                                                                    
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Access to Your VAMC Medical Records 
Your records are private and confidential, unless otherwise specified by law.  You have a right to request and access your records that are maintained by the VA Medical Center.  To request records, contact the Release of Information office at the VA Medical Center.  You will be asked to sign a Release of Information form, and may be required to speak with your treatment provider who can interpret information located in the files.  Records may be released to other providers in the community as long as you have signed a form specifically authorizing release of information to a specific provider/agency.                                                                   Release of Information ext. 7468

Veteran Input

During the period in which the Veteran receives services through the HCHV program, the Veteran will be asked to complete feedback form, the NEPEC “Form S”, the CHALENG survey (time framed),HUD/VASH satisfaction form, and other suggestions are accepted verbally and in writing at any time.  The input is used to help define the Veteran’s needs and improve how the Housing Program responds to meet the needs and goals of the veterans. 
  
Emergency Procedures

Evacuation signs are located throughout the VA Healthcare System.  Veterans are notified by staff of the emergency exit procedures for their offices/residential buildings. Lighted exit signs are located above doorways.  Staff and security will help escort patients/visitors to the proper evacuation path. HCHV program staff participates in emergency drills as determined by medical center policy.  
 
Other VA Support Services

You may be eligible for other VA services, such as Domiciliary Care, Substance Abuse Rehabilitation, and Vocational Services based on the information and identified needs provided to the Housing Program Staff.  Although these services are separate from the VA Homeless Program, staff will work as partners to help you achieve your goals.  VA staff from all programs will coordinate care to help with needed transitions from one level of care or location, to another.

Housing Program Staff will describe the types of opportunities available based on the initial interview and ongoing assessments, and will make referrals only with Veteran consent.

 Veterans Involved with Probation/Parole 

Veterans who have involvement in the criminal justice system are expected to keep commitments as instructed by the court. It is the Veteran’s responsibility to report as required to his/her probation or parole officer. Veterans participating in any of the Clarksburg VAHCS Homeless Programs will sign a release of information before any communication among the veteran, probation/parole office and homeless program staff can occur.
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	To Our Veterans & Partners,                                      
How can we improve?


	
	Clarksburg VA Health Care System, 1 Medical Center Dr. 
Clarksburg, WV 26301
304-623-3461 x 3583 or
1800-733-0512




Please take a moment to help us improve your experience with the Health Care for Homeless Veterans (HCHV) Programs: HCHV Contract Transitional, Grant and Per Diem, HUD/VASH. When you’re finished please seal the survey in the envelope provided and mail to the Homeless Coordinator Office attention Tammy M. Fumich.  You can also fax to 304-326-7982 or email to Tammy.Fumich@va.gov
Quality of Staff and Service
	How would you rate the knowledge and experience of VA HCHV Program staff?
___Consistent high quality
___Generally good
___Quality varies 
___Poor quality

	How would you rate the VA HCHV Program staff at handling your questions/concerns?
___Consistent high quality
___Generally good
___Quality varies 
___Poor quality

	
Do you typically receive complete and practical information from VA HCHV Program staff?
___Consistent high quality
___Generally good
___Quality varies 
___Poor quality

	
How would you rate the promptness of VA HCHV Program staff response to your questions or concerns?
___Consistent high quality
___Generally good
___Quality varies 
___Poor quality


	How would you rate your overall experience working with VA HCHV Program staff?
___Consistent high quality
___Generally good
___Quality varies 
___Poor quality

	How would you rate the cooperation/teamwork of VA HCHV g Program staff?
___Consistent high quality
___Generally good
___Quality varies 
___Poor quality



Additional Comments/please feel free to comment your experience with Housing Program and the Staff
____________________________________________________________________________________________
____________________________________________________________________________________________
____________________________________________________________________________________________
(use space on the other side for additional comments)
In Which Housing Program Are You a Participant?                                                                                                     

___ 180 Day (HCHV contract)        	 ___ 24 Month (Grant and Per Diem) 	___ HUD/VASH 

About You (optional)
	Name
	E-mail 

	
Address
	City

	State                                                  ZIP
	Phone

	May we contact you to discuss your responses and/or concerns?	□ Yes	□ No

	Thank you for your participation!


10



Veteran HCHV Housing Enrollment and Referral

___ HCHV 180 (HCHV contract) placement ___Grant and Per Diem Placement ___HUD/VASH 

Referred to: _______________________________________________________ Date _____________
		(Program and Location) (HUD/VASH Exempt)

Veteran Name ___________________________ DOB ____________ SSN (Last 4)_________________

___ Pertinent Medical Conditions are ____________________________________________________
	(HUD/VASH Exempt)
___________________________________________________________________________________ 

___ Medications list may be provided by veteran upon request from program. 
	(HUD/VASH Exempt)

Veteran Orientation to Program

___ I have received and reviewed the VA Health Care for Homeless Veterans Handbook.
___ I understand the information presented, including my rights and responsibilities.  
___ I understand that I may make a complaint or file a grievance without fear of reprisal.
___ I have met a staff member of the program where I will be living.
___ I understand that an annual inspection of the Transitional Housing Program and its premises is completed which enhances safety and security. (HUD/VASH Exempt)
___ I understand that my length of stay in this program is in determined by my commitment to reaching my goals and will not exceed the legally set limits for this specific program.

My signature below indicates my consent to participate in the housing options available to me and to abide by the rules of the program in which I am enrolled. 
Additional Comments: ____________________________________________________________________________________                                           

_____________________________________                                                                                                                 Signature of Veteran

____________________________________		       ____________________________________


Signature of VA HCHV Program Staff                  
Signature of Transitional Housing Program Staff                               
									(HUD/VASH Exempt)
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