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The many improvements we have accomplished will continue to improve the services we deliver to Veterans

for many years.  As you have visited our campus during the past year you have witnessed and experienced these

changes. We have added patient parking, in-house Magnetic Resonance Imaging (MRI) services and a 64-Slice

Computerized Tomography (CT) Scanner.   Community-Based Outpatient Clinics in both Lancaster and York

have expanded and now offer a variety of specialty services:  Podiatry, Optometry, Behavioral Health Services,

Women’s Health, Home Care Services and Physical Therapy.   

The Lebanon VA continues to provide exemplary quality care to Veterans as evidenced by numerous Veteran

Inpatient and Outpatient surveys conducted throughout the year, as well as visits and surveys to our facilities

by various accreditation teams.  Your Lebanon VA Medical Center is one of the leaders in the nation in providing

the highest quality of care possible to the Veterans we serve. Our vision of becoming a medical center where

employees choose to work is coming into reality as Lebanon VA continues, once again this year, to be a leader

in the nation for employee satisfaction throughout VA.  Leaders from other facilities continue to inquire, “What

are you doing differently here?” The answer is simple; we have a dedicated, well-trained staff that makes a 

difference because they continue to be committed to our standard of Excellence in All.    

This year will bring more construction and more changes, as we continue our journey to Excellence in All.

Your Lebanon VA Medical Center and Community-Based Outpatient Clinics are planning, preparing and 

positioning to provide the best possible care for our Veterans, not only in the present, but also well into the 

future.

It is truly an honor to continue to serve Veterans and to work with excellent staff.

ROBERT W. CALLAHAN, JR.

Director, Lebanon VA Medical Center

Welcome

We will remember 2009 as the year of opportunity.   We have been fortunate to receive funding to

improve the environments where we deliver care to 43,000 Veterans.   We have not experienced,

since the original construction of the Lebanon facility in 1947, this unparalleled level of construc-

tion and change both at our main campus and the Community-Based Outpatient Clinics (CBOCs).

Robert W. Callahan, Jr., 

Medical Center Director, 

at the patient check-in 

area of the new Women 

Veterans Health and 

Burgundy Team Primary 

Care Clinics on 17-5.
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PDHRA is a program mandated by the Assistant Secretary of Defense for

Health Affairs in March 2005 designated to identify and address health

concerns, with specific emphasis on mental health, that have emerged over

time since deployment.

With over 800 soldiers passing through the doors, it was an easy opportunity

for many to schedule a VA appointment before they left. This convenience

made it that much easier to begin their 5 years of free VA Healthcare for

anything related to their deployment earned while

fighting the Global War on Terrorism and also to 

introduce them to the outstanding care that Lebanon

VA provides.  Over 90 percent of these men and women

will use Lebanon VA as their provider of choice.

The Pennsylvania National Guard and VISN 4, formed

a partnership in which VISN 4 sent VA representatives

to Fort Dix, NJ, to greet soldiers as they returned

from combat. This made enrolling for VA benefits a

mandatory part of the demobilization process. The Pennsylvania National

Guard’s 56th Stryker Brigade was demobilized in the months of August

and September. 

The Pennsylvania National Guard is headquartered at Fort Indiantown

Gap, Annville, PA.  Due to an existing relationship between Lebanon VA

Medical Center and the Pennsylvania National Guard, Lebanon VA 

Medical Center managed the endeavor. It is our responsibility to ensure

each and every man and woman that has been deployed is made aware of

their VA benefits. This was the largest deployment of the Pennsylvania

National Guard since World War II and the partnership outreach provided

by the Pennsylvania National Guard and the Department of Veterans 

Affairs ensured that every soldier who served was aware of  VA health care

and benefits they have earned.

Returning Warriors

A day in history as the Lebanon VA Medical Center, in partner-

ship with the Pennsylvania National Guard, hosted the Post

Deployment Health Reassessment (PDHRA) of the recently 

returned 56th Stryker Brigade in December.

Gretchen Roberts,

OEF/OIF Program 

Manager, addresses 

returning Pennsylvania

Army National Guard

forces regarding VA 

services and benefits 

as part of their 

demobilization process

at Fort Dix, NJ, upon 

their return from Iraq.

Returning soldiers from 

the Pennsylvania Army 

National Guard, 56th

Stryker Brigade attend 

a demobilization 

presentation by VA 

at Fort Dix, NJ.

Over 90 
percent of
these men and 
women will use 
Lebanon VA as 
their provider
of choice.
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Kay Holtzinger, VA 

Social Worker, speaks

with a recently returned

Pennsylvania Army 

National Guard Veteran

at the Post Deployment

Health Reassessment

(PDHRA) held at 

Lebanon VA.



Five Grant and Per Diem programs are in place with the capacity to house

32 Veterans.  New programs include Housing and Urban Development—

VA Supported Housing program (HUD-VASH).  The HUD-VASH program

provides comprehensive case management services that eliminate home-

lessness, reduce substance abuse relapses and psychiatric crises; improves

the health status and social integration of Veterans, and facilitates access

to community resources.  The HUD-VASH program has successfully 

transitioned 53 Veterans to permanent housing and there are currently

70 Veterans that have been awarded HUD-VASH vouchers who are

presently looking for permanent housing.  

Also added this year is the Veterans Justice Outreach (VJO) program.  This

program was created to provide outreach and access to VA services for 

eligible Veterans to prevent unnecessary criminalization and incarceration

of Veteran offenders with mental illness.  VJO social worker has contact

with all of the treatment courts within our 13 county catchment area.  

Veterans in their jurisdiction are identified and referred for services at the

Lebanon facility.

Homeless—HUD-VASH

Lebanon VA Medical Center continues to expand its Health

Care for Homeless Veterans Program (HCHV).  Efforts 

continue to combat homelessness and seek permanent

housing for Veterans.

(L-R) 

Norman Stovall, 

Program Coordinator,

Katie Reesor, Case 

Manager and Byron

Gale, Case Manager, 

for Lebanon VA 

Homeless­HUD­VASH

program, assists 

homeless Veterans 

in the region.

The HCHV program at
Lebanon VA Medical Center 
continues to grow, providing
outreach treatment and referral
with case management services
to homeless Veterans with 
psychiatric and substance abuse 
disorders.  We continue to 
educate and maintain contact
with various county agencies
and programs of our Homeless
Program in order to reach 
homeless Veterans who may 
not be familiar with VA 
outreach activities.
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Environmental improvements continue with the $21.7 million

received in FY 2009 for Construction and Project Designs. 

This amount exceeds the 2008 allocation by $6 million.

New construction added 30,000 square feet of new space including a 

Rehabilitation Building and additional parking.  Renovations of 25,000

square feet of existing space included inpatient unit space and radiology

treatment areas.

Construction

A view of the Therapy 

Gym area of the new 

Rehabilitation Center.

» The construction of the new 
Rehabilitation Building, which 
will consolidate Physical Therapy,  
Occupational Therapy, Pulmonary 
Rehabilitation and Prosthetics 
into one location.

» The design of a new Nuclear 
Medicine and Radiology Depart-
ment.  This will provide modern
space and equipment to perform
state-of-the-art diagnostic studies
including Nuclear Medicine.

» Additional parking for 
Building 17 patients

» Addition of the annex for 
Magnetic Resonance Imaging
(MRI)

» Renovations for Primary Care 
and a Women’s Health Clinic

Highlights of Specific 
Improvements include:

An architectural rendering of the new
Rehabilitation Center, currently under
construction at Lebanon VAMC.
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The North East CPAC will provide traditional hospital business office func-

tions for all VHA treatment locations within the Northeastern corridor,

which is represented by Veterans Integrated Service Networks (VISNs) 1

through 4.

Lebanon was selected over other locations within the region based upon

a review of several criteria including:  availability and condition of existing

VA-owned space, construction

costs, quality of life, cost of living,

local labor market conditions and

the ability to recruit professional

and technical staff.  The selected site located on Lebanon VA Medical Center

(VAMC) campus, will undergo renovations to create a state-of-the-art 

facility tailored for the business office.  The renovation project is tentatively

scheduled to begin in late 2009, and will be completed in 2011.  Once fully

operational, the North East CPAC will sustain approximately 450 new full-

time jobs within the local economy, resulting in substantial economic

growth for the Lebanon area.

The Veterans Health Administration (VHA) selected Lebanon,

Pennsylvania, as the host location for its North East Consolidated

Patient Account Center (CPAC), as part of an initiative underway

within the Department of Veterans Affairs to improve billing

and collection activities throughout its network of 170 medical

centers and over 1200 clinics across the United States.

A view of the main 

lobby area of the 

North East CPAC.

A view of a modular 

workstation area in 

the North East CPAC

building.

Lebanon was selected over other
locations within the region…

CPAC is an industry-modeled 
approach that regionalizes
billing and collection activities
under a centralized span of 
control and incorporates the 
utilization of industry best 
practices, intensive training,
staff development and extensive
use of metrics to measure 
performance.  The CPAC program
was created in 2006, with the
creation of the Mid-Atlantic
CPAC (MACPAC) in Asheville, 
NC.  The pilot project continues
to be a resounding success—
leading to an 18 percent rise 
in collections and setting the
benchmark for revenue opera-
tions throughout VHA within 
2 years of its inception. 

An architectural rendering of the 
main entrance of completely reno­
vated headquarters of the North East
CPAC at Lebanon VAMC.
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Most significantly in the month of June, col-

lections reached an all time high of 2.9 million

dollars.  MCCF staff collected 23 million dollars

this year exceeding the established goal set

by VISN 4 at 18.1 million dollars.

The MCCF staff at the Lebanon VA Medical

Center is able to set standards among other VA

facilities because of our monitoring system;

old and past due reports get constant attention

which keeps the backlogs low. The MCCF

staff work closely with the Coding Depart-

ment.  Teamwork is the key to the efficiency

and efficacy of this department—generating

dollars to care for more Veterans!

Medical Care Cost Fund

Asset Management at the Lebanon VA Medical Center has

been enhanced as a result of our committed and dedicated

staff in Medical Care Cost Fund (MCCF).  Monthly goals for col-

lections were surpassed 11 months this year.

As shared by the reviewers, “ Based on comments from users, our findings,

the rapid remediation of findings and the technical support provided to

our Team both prior and during our visit, all support and indicate that this

is a high performing, proactive and responsive IT operation.” 

Of specific mention and noteworthiness is the implementation of standard

network security by utilizing lock down Cisco switch with port security.

The protection of both patient records and electronic infrastructure is en-

sured thanks to our FITS Team!

FITS IT Security

During a review by the Office of Information, Technology,

Oversight, and Compliance, Lebanon VA received recognition

as a Best Practice Facility in the area of Facility Information

Technology Service (FITS).   

Brian Zellin (L) and Derek Leonard (R), 

IT Specialists, with the Facility Information

Technology Service, (FITS) beside Cisco

switches with Port Security, implemented

throughout Lebanon VA. 

Lebanon VAMC
Total MCCF Collections

EOFY 2005
$13,364,242.83

EOFY 2006
$13,588,788.46

EOFY 2007
$14,171,866.21

FYTD thru SEPT 2008
$17,652,801.30

FYTD thru SEPT 2009
$23,424,550.10
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Moving forward to improve customer satis­

faction and access to care closer to the homes

of our Veterans, we added treating space at

the Lancaster and York Community­Based

Outpatient Clinics.

Walter Bowman, Jr.,

takes advantage of the 

expanded outpatient 

services available at the 

York CBOC with Physical 

Therapist, Stacy Graff.

The York CBOC was expanded by 6400 square feet and

Lancaster CBOC by 4500 square feet. These expansions

provided the needed space to provide Specialty Services

to the Veterans in these Counties.  

Additional specialty services include Optometry and

Podiatry, added to both York and Lancaster CBOCs

with the MOVE Program and Physical Therapy also

added at York due to an increased demand for these

services at the York location. 
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Berks VA Outpatient Clinic

St. Joseph’s Medical Center
Community Campus
145 N 6th Street, 3rd floor
Reading, PA 19601
610-208-4717

Camp Hill VA Outpatient Clinic

25 N 32nd Street
Camp Hill, PA 17011
717-730-9782

Lancaster VA Outpatient Clinic

1861 Charter Lane, Suite 121
Lancaster, PA 17601
717-290-6900

Pottsville VA Outpatient Clinic

Good Samaritan Medical Mall
700 Schuylkill Manor Road  
Suite 6
Pottsville, PA 17901
570-621-4115

Good Samaritan Health Center North

10 East Spruce Street
Frackville, PA 17931
Phone: (570) 874-4289

York VA Outpatient Clinic

2251 Eastern Blvd.
York, PA   17402
717-840-2730

Community-Based 
Outpatient Clinic (CBOC)
Expansion

LANCASTER COUNTY

BERKS COUNTY

CUMBERLAND COUNTY

SCHUYLKILL COUNTY

SCHUYLKILL COUNTY

YORK COUNTY



Employee Satisfaction

The Best Care Anywhere by the Best Employees Anywhere!  The 2009 VHA

All Employee Survey responses have been tabulated and Lebanon VA Medical

Center has again been recognized as a national leader.  Lebanon’s employees

willingly participate in this process and share their opinions about the medical

center. This survey provides national VA leaders useful information about our

workforce and their outstanding qualities. 

8

While there are always 

opportunities to improve,

Lebanon holds the 

highest level of employee 

satisfaction in the VISN 

in the following areas:

Best in the VISN
Work Type

Supervision 

Coworker Support

Diversity Acceptance

Cooperation

Civility

Praise

Conflict Resolution

Amount of Work

Supervisory Support

Leadership

Rewards

Psychological Safety

Best in the Nation
Customer Satisfaction

Coworker Support

Work Amount

Civility

4

3

2

1

3.72 3.96

Coworker
Support

4

3

2

1

3.74 3.97

Amount 
of Work

4

3

2

1

3.81 4.01

Rewards

4

3

2

1

3.61 3.87

Direct
Supervision

4

3

2

1

3.80 3.99

Cooperation

4

3

2

1

3.67 3.93

Conflict
Resolution

4

3

2

1

3.46 3.72

Leadership

4

3

2

1

3.60 3.82

Type of Work

4

3

2

1

4.13 4.33

Diversity
Acceptance

4

3

2

1

3.83 4.07

Praise

4

3

2

1

3.37 3.63

Supervisory
Support

4

3

2

1

3.74 3.97
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Numerous outreach activities 

to these Veterans include 

demobilization briefings, post

deployment health reassess-

ments, and interventions from

our OEF/OIF Treatment

Team.  Lebanon VA Medical

Center targeted the identifi-

cation of emotional crisis as a

means of suicide prevention.

This approach is quite effec-

tive and more acceptable to Veterans who

pride themselves on their ability to self-manage

physical and emotional pain.   

Lebanon’s Suicide Prevention staff with the assis-

tance of an Iraq Marine and his local unit, developed

our distinctive slogan “Fitness Isn’t Just Physical…

It’s Body, Mind and Spirit.”   This message is com-

municated via a variety of posters and brochures

across South Central Pennsylvania featuring 

photographs of local Marines. Lebanon VA Medical

Center and the local Marine Reserve Unit have

“joined forces” to prevent suicide.

Patient Safety—
Suicide Prevention

Lebanon VA Medical Center Suicide Pre-

vention Team continuously reaches out to

returning combat Veterans focusing on

the prevention of suicides.

(ABOVE)  The front cover of the Emotional Crisis brochure devel-

oped by Lebanon VA for use throughout VISN 4.  Echo Company,

2nd Battalion 25th Marines, Harrisburg, PA, lent their assistance

for the photos used in this project.

(ABOVE)  Carol Sonnen, Suicide Prevention Coordinator, displays

some of the materials used by her program, in support of the

care of Veterans in emotional crisis.

Community
Support

Blood
Bank

Lebanon VA Medical Center

employees are proud of their

support to the citizens of 

Central Pennsylvania. The 

Central Pennsylvania Blood

Bank (CPBB) has recognized

the medical center as the

largest participant in blood

drives in Central Pennsylvania.

In 2009, the employees of the

VA Medical Center donated

1,005 units of blood, a 1.5 

percent over their 2008 

donations.  Each blood 

donation can potentially save

or enhance the lives of up to

three people. Through the 

donations of Lebanon VA 

Medical Center employees,

3,015 people in South Central

Pennsylvania have been

helped.  Sharing life is part 

of Lebanon VA Medical 

Center’s employee’s 

commitment to their 

community.

Customer
Satisfaction

4

3

2

1

3.98 4.33

Coworker
Support

4

3

2

1

3.73 3.97

Amount
of Work

4

3

2

1

3.79 4.01

Psychological
Safety

4

3

2

1

3.36 3.58

Lebanon VAMC

National VHA

VISN4

Excellence In All

Le
ban

on VA Medical Center
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1700 South Lincoln Avenue
Lebanon, PA  17042

717.272.6621
1.800.409.8771

www.lebanon.va.gov


