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Fulfilling the Promise

VVH 

• A Premier Residential and Healthcare Campus For 
Veterans, their Spouses/Widows, and Gold Star Parents 

• 130 Bed Skilled Nursing Facility 
• 8 Bed Domiciliary “The Dom”/Assisted Living  
• 190 State Employees 
• Services Provided 

– Short-Term Rehabilitation Physical, Occupational, Speech Therapy 
– Long Term Care 
– Internationally Recognized Memory Care Program 
– Hospice/Palliative Care 
– Respite Care 
– Outpatient Rehabilitation Services
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Fulfilling the Promise

Performance Measures

• PINNACLE  monthly interview with Veterans, 
Members and/or family regarding care and services 
our results compared to other homes across the 
country 9 best in class awards 

• Nursing Home Compare 5 star rating system of 
Centers for Medicare and Medicaid which compares 
VVH’s performance to other nursing homes across 
the state.  
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Performance Measures Continued

• Deficiency Free State & 
VA ! 

• Improved CMS overall Star 
Rating from 1 to 3 

• CMS 5 STAR RATED for 
Staffing one of five in the 
state of Vermont as of 
December 1, 2014 

• 10 Pinnacle Customer 
Service Awards 

• Medicare/Medicaid 
Certified  

• Presented Best 
Practices 

– National Conference 
– VA 
– Conference Calls and 

Visits

• College Internship Site 
– SVC 
– SVMC 
– SUNY Albany 
– Southern VT Tech 
– Medical Residency 

• Local School to Work 
Site 
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Father’s Day Car Show
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PINNACLE Performance Measures
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Fulfilling the Promise

• Whenever we go we always go unannounced. We never tell them we’re coming & we 
always find him happy & well-cared for. 

• I appreciate that they call so often. I get calls from so many people. That is one of the 
best things about them. 

• What do I appreciate? Oh my where do I begin? Their care is excellent. 
• I appreciate that they made him feel at ease.  
• As far as the care goes I think that the employees there really go the extra mile. They are 

very personal in their care & they are very considerate. I have been very, very pleased 
with the day to day care that he gets. 

• The staff is very nice to him. He often comments about how nice the staff is. He seems to 
like the facility, but he particularly likes the staff. They seem to like him as well, so it’s a 
very nice relationship. They’ve all been very nice, & I’ve dealt with a couple of nurses, the 
social worker and his doctor. I’ve liked all of them & I know he does too. He really seems 
to like everyone there. He really hasn’t complained about anything. 

• I appreciate the level of care & love that they showed. 
• I appreciate the quality of care. It seems as though everyone is on the same page, so the 

quality of care is exceptional 
• I appreciate the very caring staff that take care of him. They are very approachable & they 

are very kind. They go the extra mile. 
• I appreciate that the people who work there are very caring & compassionate. Even the 

cleaning people, if his buzzer is on they will say, what can we do for you or how can we 
help. If he needs a glass of water & nobody else is around to get it, they will go get it & 
bring it to him. I think that is rather unusual.
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PINNACLE Comments from the past year!
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CMS 5 Star Rating for Staffing
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Nursing Home Compare 
Performance Measures

In any business, this would be called  
a “successful turnaround” 
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Population Profile
• The Home’s Veterans: 

– Average Age  80 
• Youngest 46 
• Oldest 98 

– Males 100    Females 
25 

– 102 Veterans, including 
3 Women 

– Represent all branches 
of the Military 

– World War II 25 
– Korea  25 
– Vietnam  34 
– Gulf War  4 
– Peacetime 14
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Where our VVH Veterans and members originate 
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Challenges Continued
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Fulfilling the Promise

WORKING GROUP REPORT 
PREVIOUS REPORT RECOMMENDATIONS

State Auditor’s Report Jan 99 to April 99 

1. Past 10 years there has been little to no 
involvement in the Home by AHS.  

2. When Home needed contract administrators in the 
past this contract originated with AHS.  

State Auditor’s Report 2005 

1. In 2014 the Board developed an education program. 
2. At least 2 Board Member attend the Home’s QAPI 

meetings. 
3. Home has established Core Values.
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WORKING GROUP REPORT 
PREVIOUS REPORT RECOMMENDATIONS 

4. Background checks are completed all on new hires, 
contracted staff and volunteers.  

5.  Code of Conduct reviewed regularly. 
6. Board has their on Concern, Complaint, & 

Compliment form and Ombudsman Committee. 
7. Board Members make unannounced visits to the 

Home to meet with residents, staff, family members, 
and vendors. 

8. The Home follows the State’s Whistleblower Policy. 
9. The Board has a Finance Committee and annual 

audit results are provided to this group for review. 
10. The role of the Board is reviewed during Board 

Educational Retreats and as needed.
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WORKING GROUP REPORT 
PREVIOUS REPORT RECOMMENDATIONS 

11. The Board seeks out Best Practices to be included in  
 their educational sessions as needed.   

12. Informal MOU exist with BGS and HR.   
13. BGS’ role in engineering and construction projects at the 

Home are not in the Boards By-Laws.  Included in 
Statute:  20 V.S.A Chapter 84 §1720. 

2012 Long Term Care Task Force 

1. The Home is not currently looking to open an additional 
Home in the northern part of the State.  

2. Several private nursing facilities have provider 
agreements with the VA. 
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Fulfilling the Promise

WORKING GROUP REPORT 
PREVIOUS REPORT RECOMMENDATIONS 

 “The Pulling Report” 

1. The Deputy Administrator became the Chief 
Operating Officer and the Administrator became the 
CEO.  They are not members of the Board.  

2. Turn around plan was developed by the current 
management team with input from a nursing and 
financial consultant. 

3. 4 additional positions were made exempt. 
4. Turn around plan included the areas listed by Mr. 

Pulling.  Nursing schedule changes continue. 
5. The State Administration did not support changing 

the governance of the Home to the “Maine Model”.
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WORKING GROUP REPORT 
PREVIOUS REPORT RECOMMENDATIONS 

Secretary of Administration’s 2014 Report 

1. Operations were realigned to reflect recent   
 census trends. 
2. Licensed bed reduced from 171 to 130. 
3. Staffing reduced to be in line with 130 beds.  5 

positions RIFed 12 open positions “given up”. 
4. Semi-private rooms to private rooms. 
5. Dedicated revenue stream has not been identified 

at this time.
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GLOBAL COMMITMENT FUNDS 

What are they: 
 A Section 1115 Medicaid Wavier allows the State to 
restructure its Medicaid program while imposing a cap on 
the amount of federal Medicaid funding available to 
Vermont.   

Why can’t they be increased: 
 The Section 1115 Medicaid Wavier in conjunction with 
another long-term care wavier means there is a fixed 
dollar limit on the amount of funding available. 
 The Home cannot receive more than it’s actual cost of 
care between Medicaid revenue and Global Commitment 
Funds.   
 Previous years the Home exceeded this and had to  
 pay back the overage. 
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additional use challenges

• Use of the facility for other than State Veterans’ Home Services: 
• Jeopardizes past, current and future VA construction grant 

funding 
• repay grant funding for areas no longer used as a 

State Veterans’ Home 
• Projects awaiting funding may need to be modified to 

reflect square footage no longer State Veterans’ Home. 
• Facility wide projects will have an increase in State 

share to account for square footage not longer a State 
Veterans’ Home.  

• Loss of State Veterans’ Home Status if more than 25% of 
residents are not Veterans. 

• $3.2 million in  VA funds. 
• Only State in the Country without a State Veterans’ Home

17



Fulfilling the Promise

additional use for property

• Would require additional construction 
• Funding would not be available through the 

VA. 
• Services would not be provided in population 

center for the State. 
• Would require additional additional general 

funds to support new services. 
• New services would generate revenue to 

support their activities and not the Veterans’ 
Home
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Fulfilling the Promise

Working Group Thoughts

• Based on  the CEO’s participation in this group the following 
observations were mades: 

• The State needs to determine if they want a Veterans’ 
Home. 

• Members of the group understood the importance of the 
Home to our Veterans and the State.   

• If the State determines they want a Veterans’ Home 
continue funding and governance decisions need to be 
made. 

• Report recommendations need in-depth review which is 
outside the expertise of the Working Group. 

• The Working Group recommendations are not any different 
than those of the previous reports on the Home. 

• A decision on the Home and its future needs to be 
made. 
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CEO’s Thoughts

• State has an obligation to care for its Veterans. 
• Vermont prides itself on its military history. 

• Displays outside of the House Chambers. 
• How the Home is funded and governed is a decision that 

must be made by the Legislature. 
• To conduct additional reports will result in the same 

outcomes as previous reports. 
• Focus needs to be on investigating the 

recommendations provided to determine what is best 
for Vermont and our Veterans.  

• The need for caring for our Veterans will increase over 
time. 

• Vermont National Guard.  
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Why is a Veterans’ Home 
Important?
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Why is a Veterans’ Home 
Important?
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Why is a Veterans’ Home 
Important?
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Community Events
We have heightened our community outreach by hosting several 
Events on our Campus.  These events have brought VVH tremendous  
Press, good will, and support from the community.

VALOR Program- an educational opportunity open to the public and our Veterans.   
Local colleges have teamed up to present lessons and programs of interest at VVH. 
Williams, Southern Vermont, and Bennington College have participated thus far. 

Summer Concert Series- Two concerts were held this past summer on our front lawn.  
Many from the local community and surrounding area attended. Many expressed hope 
we will continue next summer. 

Father’s Day Car Show- Estimated over 1000 attend this event, many said they were  
visiting the Campus for the first time in their lives. 

Pow Wow- Next August VVH is hosting a Native American Pow Wow on our front  
Property.  The event will be dedicated to the Veteran.  Thousands attend these Pow  
Wows annually. (formerly in Western Ma.)
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Marketing Information

the complete plan. VVH has 
identified and is executing 
those portions that can be 
supported through the current 
budget.

25

The Vermont Veterans’ Home has a detailed marketing  
plan to help increase and sustain census.  It was prepared by the  
Skoug Group at a cost of $25,000 (paid for by the Board of  
Trustees). Full implementation would require approximately  
$350,000, thus because of funding VVH has not implemented 

VVH Branding
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Questions……
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Melissa Jackson:  CEO/Administrator 

  
Colonel Al Faxon:  COO/Deputy Administrator 

  
Director of Nursing Services - Christina Cullinane 

Activities Supervisor - Michele Burgess 
Financial Director - Steven McClafferty 

Environmental Services Director - Jon Endres 
Food Services Supervisor - Cindy Rankin 
Social Services Chief - Christina Cosgrove 

Director of Marketing & Admissions - Gary Yelle  
Gary.Yelle@state.vt.us  (802) 447-6539


