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MyVA update to 
Commission on Care

October 20, 2015



• Update to the Commissioners on the latest achievements in 
MyVA

• Provide a detailed look at Support Services Excellence

• Get your thoughts/feedback on things we can do better to 
increase our chances of success

• Uncover opportunities where we can be working together or 
coordinating better
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Objectives for today
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To care for him who 
shall have borne the 
battle and for his 
widow, and his 
orphan.

‐ Abraham Lincoln, 1865  Today, we say to care for 
those “who shall have borne 

the battle,” and for their 
families and their survivors.

Fulfilling our Mission



Integrity
Commitment

Advocacy
Respect
Excellence

Living our Values
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Our ultimate aspiration…



MyVA Integrated Plan – Check it out if you haven’t!
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Insert snapshot of vets.gov

Progress: Improving the Veterans Experience

• www.vets.gov coming soon!

• The National VA Contact Center

• Customer Data Integration

• Veterans Experience measurement

• Comp & Pen exams

• VHA front line service

• VE District field teams

• Human Centered Design training
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Progress: Improving the Employee Experience

• Leaders Developing Leaders (LDL)
• Aug 5‐6  Top 18 execs
• Sep 28‐30 340  field leaders
• December 250 VACO leaders
• Approx. 100 days Field leaders follow up

• Expanding other senior leadership 
development programs

• Recognition ‐ “I CARE” awards 

• IdeaHouse – over 5,000 ideas submitted

• Internal communications
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Progress: Achieving Support Service Excellence

• Establishing a governance model

• Security quick wins to standardize VA police 
as well as VAMC facility security

• IT changes coming soon

• Customer satisfaction/relations at the 
business units, from national down to 
facility level

• Good sound program management at the 
national level.

• Independent Assessments provide a rigorous 
diagnostic on supplies IT, and staffing

• Integrated events being planned
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100%

Branded
drugs 

71%

35%

100%

Generic
drugs 

52%
38%

Average Wholesale
Price (AWP)1 

National Average
Drug Acquisition 
Cost (NADAC)2 

VA average price3

Overall, VA pays low prices for its drugs

Average unit price per pill as a percent of AWP



Progress: Establishing a Culture of Continuous 
Performance Improvement

• 4,500 employees trained at 60 locations 
in VA101

• Veterans Crisis Line improvements

• Lean training

• Knowledge management tool

• Lean symposium, March 2016
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Progress: Enhancing Strategic Partnerships

• Strengthening and reinvigorating 
existing partnerships, e.g., Walgreens

• New partnerships, e.g., Elks, Wounded 
Warrior Project

• Veterans Economic Community 
Initiative (VECI)

• Brain Health summit coming in 2016

• Creating tools to make it easier to 
partner (e.g., MOA template, 101 
training, relational database)
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Access to 
Quality

Health Care

Delivery of 
Timely 
Benefits

Access to 
Memorial
Services

Attract and Staff Critical Needs

Develop and Retain Passionate Leaders

Transform to customer focused IT 

Transform to an efficient and effective Supply Chain

Build and sustain the facilities that our Veterans need 

(FRONT STAGE)

INTEGRATED VETERANS EXPERIENCE

(B
A

C
K
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G
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• Veteran/Customer 
Experience

• Employee 
Experience

• Support Service 
Excellence

• Performance 
Improvement

• Strategic 
Partnership

Align Requirements, Strategy, and Budget in Operating Model

Implement Design Thinking (Front Stage) and Lean Management (Back Stage) 

Timely and 
Accurate 
Appeals

Operationalizing MyVA as the Department transformation
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Our Vision – Support Services Excellence
transforms enterprise services and
capabilities to best-in-class levels, that
enable VA to focus on improving the
Veterans’ experience, empowers VA
employees, and delivers efficient and
effective internal services.

Support Services Excellence
Our Mission – To deliver best-in-class services and
capabilities to VA’s Administrations and functions, so
that they can focus on delivering world-class services
to Veterans and eligible beneficiaries.



OMB Benchmarks for Performance



OMB Benchmarks for Customer Satisfaction



OMB Benchmarks for Service Area Satisfaction
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Benchmarks that we have studied
• Private Sector:

• United States Automobile Association (USAA)
• Proctor & Gamble
• The Cleveland Clinic
• Johnson and Johnson

• Public Sector
• Office of Management and Budget (OMB)
• Department of Defense
• Department of Commerce
• Department of Health and Human Services
• Department of Homeland Security
• Internal Revenue Service
• Department of Justice
• Federal Aviation Administration
• National Aeronautics and Space Administration

• Non‐Profit:
• Partnership for Public Service
• American Council for Technology‐Industry Advisory Council
• Leadership for a Networked World (Harvard Kennedy School)

• Office of Personnel Management (OPM)
• State of Ohio Shared Service Center
• Metropolitan Transit Authority of New 

York City
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Support Service Excellence – Operating Principles

1. Establish a strong governance model that will determine what work or activities 
transition from current organizational structures to a future state Support Services 
Excellence organization, as well as priorities and sequencing for those transitions. Partner 
with the Administrations and BVA to develop service level agreements that deliver on 
benchmarks for quality, customer service, and key performance metrics.

2. Consider moving common, enterprise-wide transactional work to Support Services by
defining the work, the people who do that work, and the end-to-end cost of that 
work. Partner on centers of excellence where it best meets core Administration missions 
and Staff Offices on strategic functional capabilities and service.

3. Focus on excellence in service delivery, building the specific people skills, business 
model, and organization design needed to accomplish this.

4. Support Services must be a critical enabler of capabilities for the VA Administrations and 
Staff Offices. It delivers enterprise services faster and better. Apply Lean and Six 
Sigma to streamline business processes and increase efficiencies.

5. Support Services works on the VA Administration priorities through annual “Joint 
Business Plans”, quarterly reviews, and agreed-to service levels and cost commitments.        



Assess Design Build Deploy Optimize

• Define the work
• Design the organization
• Allocate the resources 
• Service Level Agreements

• Test/pilot
• Scale
• Implement
• Change Management

• Measure KPIs
• Lean Six Sigma
• Reevaluate

Support Service Excellence Strategic Framework
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• Executive Decision Memorandum from SECVA designating DEPSEC as owner
• Similar in construct to proposed Office of Management and Budget governance structure
• MyVA Executive Director as executive sponsor
• Board charter to be coordinated/published
• Board input on Director of Support Services performance plan
• Drive towards consensus but decision rests with DEPSEC
• The Board will,

• Receive regular updates and provide feedback to SSE program office 
• Represent their organizations as the “Voice of the Customer”
• Identify risks and opportunities related to planning and implementation
• Provide input and advice to VA Senior Leadership Council

• First Board Meeting met September 14, 2015 
• Purpose, goals/objectives, roles/responsibilities, frequency, draft charter

• Second Board Meeting October 20, 2015
• Charter approval, franchise fund and board transition

Support Services Governance BoardSupport Services Governance Board

DEPSEC

USH USB USMA Exec Dir 
BVA COSVA A/S OHRA 

(CHCO)
A/S OM 
(CFO)

A/S OIT 
(CIO)

Exec Dir 
OALC 
(CAO)

A/S OSP OGC

Ex Officio

Ex Officio
MyVA
Exec Dir
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Potential Support Services Funding Model

• VA Support Services Management Office established through reimbursables; small 
staff of 20 to lead the nation‐wide program and effort

• Transition enterprise work to franchise fund fee‐for‐service rather than General 
Administration appropriations (Since 1997, VA has operated a franchise fund under 
Government Management and Reform Act of 1994, Public Law 103‐356.  Permanent 
status was conferred upon the VA Franchise Fund by Public Law 109‐114.)

• Analyze potential transition for the six existing VA Enterprise Franchise Centers.

• Evaluate feasibility of long term working capital fund to sustain support services 
excellence.

• Run Support Services as a business reporting to the Support Services Governance 
Board ; retain 4%  of revenues for innovation and technology investments.
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Security and Preparedness Quick Wins
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Integrating Events Concept Overview
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Implement

Define 
outcomes

Identify 
leader

Identify 
resources

As Is

To Be

Initial 
Model

Build

Test

Measure

Learn 

Build

Test

Measure

Learn

Build

Test

Measure

Learn

Plan Design

Systemic enablers:  Governance, operations, data and tools, leadership

Sprints Sprints

It is an outcome‐driven agile process in which cross‐organizational 
stakeholders work together in “sprints” to plan, design and achieve 
measurable improvements in integrated capabilities that improve the Veteran 
and employee experience in the field. 
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• Intent is to develop and integrate new capabilities for supply chain, 
HR, IT, finance, contracting, leasing, and facilities management with 
leadership from Administrations, functional experts, and MyVA team

• One per month with follow‐on sprints delivered and evaluated in the 
field, with decisions to replicate or scale post‐sprint

• We will hold integrating events for supply chain, HR (in particular 
hiring), leasing, procurement, IT, finance, and facilities.  Perhaps others 
as the process matures.

• October 2015 – Supply Chain
• November/December 2015 – HR with focus on hiring
• January 2016  ‐ Procurement/Contracting
• February 2016 – Leasing/Facilities Management
• March 2016 ‐ Finance
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Supply Chain Challenges  Variance
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Supply Chain Challenges  Process
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• Supply Chain Integrating Event October 20‐22, 2015

• Purpose:
• Review existing near to mid term initiatives  
• Map current initiatives to Choice Act Assessment Section J 
findings and recommendations 

• Create longer term vision for integrated system enabling  
supply chain management and financial management 
excellence

• Identify linkage of current initiatives to the vision 
• Develop phased plan to achieve intended end state

pp y g g
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1. Exec staffing - how do we fill all critical executive vacancies within the next 120 days (internal and 
external candidates)?

1. VHA HQ positions
2. VISN leader positions
3. VAMC Directors and “Pentad” positions
4. VACO/corporate key roles
5. VBA key roles?

2. Nurse staffing/hiring - how we onboard XXX nurses within the next 120 days?

3. Succession planning – how do build the bench strength so we don’t have similar staffing issues 5 years 
from now?

4. Operating model – how do we tie strategy to requirements to resourcing/budgets?

5. Facilities closing - What do we do with the facilities/space that we don’t need?

6. SCIP process

7. Supply Chain – how do we define and articulate requirements?

8. IT – how do we leverage the Digital Service Team approach to improve the work of IT?
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Potential Action Learning Projects



• Overall - Immediate reactions?  Does this feel directionally 
correct?  Any major items missing?

• What do you think will work in government?  What would you 
prioritize or sequence first?    

• What do you think we should stay away from?  

• In what areas should we be working together more?  
Where/how can we help each other?
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Discussion questions
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Backup/Appendix: 
Highlights from MyVA Integrated Plan



Horizon 2
MyVA as a catalyst to 
accelerate change

Horizon 3
Optimizing and 
scaling MyVA 

Horizon 1
Leveraging existing 
priorities

MyVA will be executed in multiple horizons 
to achieve our ultimate vision

Building a high 
performing organization
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Horizon 1 initiatives that we must 
continue to leverage for Transformation

• Implementation of the VHA Blueprint for Excellence
• Access Improvement Initiative
• Whole Health Care
• Chronic Integrative Health Management
• Mental Health
• VistA 4
• Welcome to VA
• Leveraging VHA Vet Centers
• Increasing Memorial Affairs Access
• Employment
• Increasing Access To VA Benefits and Services

• Memorial Affairs Legacy Initiative
• National Work Queue (NWQ)
• Improving Appeals Experience
• Maximization of Appeals Board Hearing Dockets for Veterans
• Ending Veteran Homelessness

ACCESS

BACKLOG

HOMELESSNESS
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What Veterans should expect to see by the 
end of Horizon 2 (roughly December 2016) 

• A single Veteran facing website that Veterans can use to do business with VA 
(initial capability in fall 2015, with additional incremental capability being built 
through June 2017, when capability is complete).

• A unified “VA311” enterprise-wide approach that Veterans can use to easily find 
information via telephone.

• Veterans will be able to update or change their authoritative data in one 
place, one time, and have that information available and securely used 
throughout VA.

• More prominent VBA presence in VHA facilities to increase benefits access 
and enhance service.

• 100+ MyVA Communities established across the nation. 

• More consistent high level of Veteran service in every interaction – enabled by 
consistent front-line training across VA and measured by operational metrics.

• A Veterans Experience organization fielded at national and district levels that 
will provide focus for veteran-centric service design.
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What Employees should expect to see by the 
end of Horizon 2 (roughly December 2016) 

• VA 101 training will have been delivered to >50% of our employees and 
front line Veteran Service training pilots will have been completed in each 
of our five Districts; employees have a broader perspective on VA’s benefits 
and services, therefore providing better service to Veterans.

• Expanded leadership development programs.

• Vastly improved employee communications.

• Completed standardized staffing model, with vacancies filled for mission 
critical occupations.  

• Recruitment and hiring practices for VA facilities will be improved and 
streamlined.

• Better linkage of performance measures to VA Goals and Objectives.
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What we should expect to see by end of 
Horizon 2 for Support Services Excellence

• Governance and framework established to optimize a subset of support 
services and provide better support to front-line managers and employees.

• Vastly improved hiring; contracting and supply chain practices; and IT 
service support across the enterprise.
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What we should expect to see by end of 
Horizon 2 for Performance Improvement

• Veterans Crisis Line improvements complete, enabling focus exclusively 
on Veterans in crisis. 

• 10 percent of VA employees trained in Lean techniques (up from 0.28% 
today) and a fully implemented a Knowledge Management System, 
enabling more sharing of best practices across the Department.

• Requirements-based budgeting, programming, and resource 
allocation process in place, to include a strategic review of facility and 
network optimization.
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What we should expect to see by end of 
Horizon 2 for Strategic Partnerships

• A dynamic Strategic Partnership Needs Portfolio to efficiently and 
effectively triage and leverage external partnership opportunities. 

• A Strategic Partnership relational database that captures and catalogs 
engagement activities between VA and external stakeholders at the 
national, regional, and local level.  

• An external web site for current and potential strategic partners 
established.  

• An internal website that will empower employees to disseminate 
information, share best practices, and be proactive in engaging with 
community stakeholders.


