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Veterans Affairs _
http://www.mdva.state.mn.us Agency Profile

Mission:
Dedicated to serving Minnesota Veterans and their families.

Statewide Outcome(s):
Veterans Affairs supports the following statewide outcome(s).

Minnesotans are healthy.
Minnesotans have the education and skills needed to achieve their goals.

Strong and stable families and communities.

Context:

The Minnesota Department of Veterans Affairs (MDVA) was created by the 1943 state Legislature at the height of
World War Il to consolidate the services provided to the increasing number of returning soldiers. The Minnesota
Veterans Homes came under the jurisdiction of MDVA in 2007 when Governor Pawlenty merged the Minnesota
Veterans Homes Board with the agency. Today, there are approximately 381,300 veterans in Minnesota (or
seven percent of the state population). Since 9/11, 60,053 Minnesotans have been discharged from active duty
and 38,308 have served in one of the combat zones. The challenges they face include higher unemployment
rates than their civilian counterparts, short and long-term medical issues as a result of their military duty, and both
the veterans and their families have mental fatigue and injuries associated with military deployments. Additionally,
there is an aging veteran population in Minnesota with a unique long-term care needs. Given this context, MDVA
exists to fulfill the needs of these veterans and their families by providing innovative programs and services to
maximize quality of life.

MDVA is funded approximately 50 percent from the general fund, 30 percent from federal funds and 20 percent
from special revenue funds.

Strategies:

MDVA strives to enhance the lives of those it serves through the development and implementation of services
that are tailored to meet the current and ongoing needs of veterans and their families. It does this through its two
divisions: Programs & Services and the Minnesota State Veterans Homes.

The Programs & Services division collaborates with its partners in the veterans service community to assist
veterans in obtaining the financial, educational and/or medical benefits they have earned through their service to
the United States armed forces. Many veterans are not aware of the benefits that they have earned through their
service to the country. With an estimated 669 veterans experiencing homelessness on any given night in
Minnesota  (http://www.wilder.org/Wilder-Research/Research-Areas/Homelessness/Pages/statewide-homeless-
study-most-recent-results.aspx) and veterans experiencing unemployment at a higher rate than the population at
large, the programs also assist veterans at risk for homelessness, unemployment or untreated medical conditions.

MDVA operates state veterans homes in Luverne, Fergus Falls, Silver Bay, Hastings and Minneapolis to ensure
that veterans and their families have appropriate options for meeting their long-term care needs through high
quality care. The homes offer 24-hour skilled nursing, dementia and domiciliary care. The homes also offer
rehabilitation, work therapy, transportation and psychological, spiritual and recreational services to improve the
health and quality of life of its residents.

Measuring Success:

As an agency, one measure of success is the number of federal dollars brought into the state for veterans as a
result of the efforts of the MDVA. In 2011, for every $1 of general funds invested, the federal return on investment
was $35.
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The MDVA also measures the success of its strategies by:

e Programs & Services
0 Statistics on veterans served through agency programs are maintained to understand trends and usage
in different areas of the state.

e Veterans Homes
0 Surveys are routinely conducted by the Minnesota Department of Health and the Federal Department
of Veterans Affairs, and the veterans homes are free of major defects or material non-compliance. If
there are findings, they are corrected in a timely manner.
0 Resident surveys are completed periodically to assess the satisfaction with services provided.
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Veterans Affairs
Programs & Services

http://www.mdva.state.mn.us/stateprgms.htm

Statewide Outcome(s):
MDVA's Programs and Services supports the following statewide outcome(s).

Minnesotans are healthy.
Minnesotans have the education and skills needed to achieve their goals.

Strong and stable families and communities.

Context:

The Minnesota Department of Veterans Affairs (MDVA) is experiencing an increased demand for services due to
the aging of the veteran population and the large number of veterans recently returning from Irag and
Afghanistan. Since 9/11, over 60,000 Minnesotans have served on active duty or have been activated, of which
over 38,300 have served in a combat zone. The demand for services will continue to increase over the next
months and years as the federal Department of Defense implements an anticipated reduction in force.

As a state, we want veterans to return to Minnesota, and when they do, the MDVA must be ready to meet their
needs. Many veterans will return with visible combat injuries such as amputated limbs, while many more will carry
the invisible wounds of war, such as traumatic brain injury and post-traumatic stress disorder. As such, the
agency must be prepared to meet their needs through providing assistance in accessing higher education,
obtaining their earned educational benefit, securing earned federal benefits, and accessing state resources.
Veterans may also require employment support as they transition from the military to their civilian careers, and
some will need emergency financial assistance.

Therefore, the purpose of MDVA'’s Programs & Services division is to fill voids that exist in the veterans services
community through providing veteran-focused services to Minnesota veterans, their dependents and survivors.

MDVA's Programs & Services are funded primarily funded through the general fund (96 percent), with the
remaining funding coming from the federal government to support the Minnesota State Approving Agency.

Strategies:

MDVA administers the following programs to meet the needs of eligible veterans, their dependents and survivors.
These programs increase education, advocacy and outreach, which increases the utilization of benefits and
services:

e Claims and Outreach program staff represent veterans and their family members by acting as their
advocate in matters pertaining to the U.S. Department of Veterans Affairs (VA) benefits and entitlements
(http://www.mdva.state.mn.us/claims.htm).

e Tribal Veteran Service Officers provides services to the traditionally under-served group of veterans
located on Minnesota’s Native American Reservations
(http://www.mdva.state.mn.us/PDFs/TVSObrochure2009.pdf).

e Higher Education Veterans Program assists veterans and eligible family members navigate the
complicated educational benefits system. It also staffs campus veterans assistance offices to work with
colleges to enhance or develop “veteran friendly” policies and procedures, such as: payment deferments
while awaiting educational benefits, military transfer credit, registration flexibility due to deployments,
referrals to appropriate service providers, and facilitation of communication between departments at the
college (http://www.mdva.state.mn.us/campusreps.htm).

e Minnesota Gl Bill Program provides post-secondary education assistance to eligible Minnesota
veterans, and to the children and spouses of deceased or severely disabled veterans. The assistance is
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also available to eligible veterans enrolled in on-the-job training or apprenticeship programs
(http://www.minnesotaveteran.org).

Minnesota State Approving Agency (SAA) reviews, evaluates and approves programs of education
and training to verify it meets state and federal criteria for use of benefits.

Military Funeral Honors Program provides stipends to military honor guards, which supports dignified
burials of deceased veterans (http://www.mdva.state.mn.us/mfh/index.htm)

Minnesota State Veterans Cemetery, located in Little Falls, is owned and operated by the MDVA
(http://www.mdva.state.mn.us/cemetery/index.htm).

State Soldiers Assistance Program (SSAP) provides direct, emergency financial assistance to
veterans, their dependents and survivors. The program makes provisions for shelter and utilities, optical
and dental benefits, and cash grants for food and personal needs
(http://www.mdva.state.mn.us/SSAP/index.htm).

LinkVet is a toll-free, one-stop customer service line for all Minnesota veterans
(http://www.minnesotaveteran.org).

Minnesota Services C.0.R.E. (Case Management, Outreach, Referral & Education) works in
partnership with Lutheran Social Services to bring essential, community-based services directly to
veterans, military members and their families across Minnesota at no cost to them
(http://www.mdva.state.mn.us/core/index.htm).

Minnesota Veterans Preference provides administrative support to state agencies and veterans to
ensure the state granted veterans preference rights — a limited preference over non-veterans in hiring and
promotion for most Minnesota public employment positions — are upheld and enforced
(http://www.mdva.state.mn.us/vetspref.htm).

Women Veterans Program strives to ensure women veterans have equitable access to federal and state
benefits and services, and ensures response to gender-specific needs of women veterans
(http://www.mdva.state.mn.us/women/).

Partners - The MDVA partners with the U.S. Department of Veterans Affairs (VA) to provide claims,
benefits. Another close partner is the County Veteran Service Officers (CVSO), who are the first point of
contact for veterans in their community for receiving services and benefits. The department also partners
with the Minnesota Assistance Council for Veterans (MACV), a non-profit organization, to provide housing
employment and legal assistance to veterans in need, and local and national chapters of chartered
Veteran Service Organizations.

Results:

MDVA's Programs and Services division collects data through a variety of methods to track the number of
veterans served, claims filed, services provided, outreach visits conducted, and calls received. This data is used
to measure division results and gauge success. Overall, the division has seen an increase in the number of
veterans served through the various programs, and continues to receive positive feedback on the services

provided.

New power of attorney assignments 9,751 10,110 Improving
VA rating decisions obtained 8,266 17,391 Improving
Number of new individuals served in Veterans Resource Centers 1,679 5,505 Improving

through the Higher Education Veterans Program

Percent of customers satisfied or extremely satisfied with burial 99% 100% Stable

services at Little Falls Veterans Cemetery

Percent of C.O.R.E. program participants that were satisfied with 91% 91% Stable

the services received, and the services met their needs

Performance Measures Notes:

Claims and Outreach data are from fiscal years 2011 and 2012. The Claims and Outreach staff track
office and outreach visits, claims filed and VA ratings decisions. The office has seen an increase in the
number of veterans that choose to have the MDVA represent them in their claim for benefits
(performance indicated above as “new power of attorney assignments”).
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e Higher Education Veterans Program data is from the 2006
(http://www.mdva.state.mn.us/reports/legislative/highereducationcampusrepsreportyear2007.pdf) to 2011
(http://www.mdva.state.mn.us/reports/legislative/HigherEducationVeteransProgramDivision2012.pdf)
reports to the legislature.

e Burial data compares survey results from customers that responded to surveys sent out six months after
a burial service in fiscal year 2011 vs. 2012. The cemetery also received the prestigious Excellence of
Appearance honor from the National Cemetery Administration in 2011. This is one of the highest honors a
state cemetery can receive from the federal VA. Minnesota is currently one of only three states in the
country to be recognized and receive this accolade.

e The C.O.R.E. performance measure compares FY 2012 second and third quarter survey responses. LSS
only recently began surveying participants, so a longer period of time to demonstrate trend could not be
achieved.
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Veterans Affairs
Veterans Health Care/Minnesota Veterans Homes

http://www.mvh.state.mn.us

Statewide Outcome(s):
The Veterans Health Care program supports the following statewide outcome(s).

Minnesotans are healthy.

Context:

The first Minnesota veterans home was established in 1887 as the Minnesota Soldiers Home to “reward the brave
and deserving.” This first Soldiers Home in Minneapolis was not primarily designed to be a medical facility; rather,
it was seen as a monument to the contributions of veterans. As the needs of returning veterans changed, so did
the homes. The shift in focus to making the health care needs of veterans the homes’ primary concern began in
the 1960s. Today, MDVA operates five veterans homes in Fergus Falls, Hastings, Minneapolis, Luverne, and
Silver Bay, and one adult day care facility in Minneapolis. With the number of veterans over the age of 75
expected to increase by approximately nine percent over the next 20 years, the Minnesota veterans homes strive
to respond to the needs of the aging veteran population in Minnesota.

The homes are financed by three primary sources: state general fund appropriation (60 percent), federal VA per
diem (30 percent) and maintenance charges paid by residents (ten percent). The maintenance charges are based
on the residents’ ability to pay.

Strategies:

e The five Minnesota veterans homes provide care designed and delivered according to the individual
needs of each resident. The homes have the goal of restoring, optimizing and/or maintaining each
resident’s level of function, personal autonomy, and dignity while recognizing the individual's service to
the country. The goal is achieved through operating 24/7 facilities that provide skilled nursing care,
special care units for the treatment of dementia and Alzheimer’s, and domiciliary (boarding) care.

The homes also provide the following services:
0 Rehabilitation services, including occupational, physical therapy and physical fitness;
Social services, recreational therapy and behavioral services;
Transportation to medical visits;
Volunteer programs;
Drug and alcohol treatment;
Dental and optometry care; and
Work therapy.

OO0OO0OO0OO0O0

e Inrecent years, the Homes have undergone a number of changes to improve the quality of care and gain
operational efficiencies. These changes include: the implementation of a person-centered care model at
all of the homes. This has required staff retraining, facility remodeling, and the ongoing implementation of
a central pharmacy. Additionally, the Homes are in the process of becoming compliant with the Centers
for Medicare & Medicaid Services (CMS) standards for the purpose of billing services to the federal
government under the Medicare Parts A & B programs. The process to become CMS compliant is a multi-
departmental, multi-functional effort that is beginning with the agency’s largest home in Minneapolis.

e The MDVA partners with the U.S. Department of Veterans Affairs (VA) to provide services to veterans.
The VA provides construction grants that fund 65 percent of the veterans homes capital projects, and the
VA hospitals provide acute and ambulatory care to veterans homes residents. The Homes also partner
with veteran service organizations, which provide donations, entertainment and special events to
residents.

Results:
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In fiscal year 2012, customer satisfaction surveys were conducted at all five Veterans Homes by Pinnacle Quality
Insight. The company surveyed residents and families on a number of key indicators, including: nursing, response
to individual needs, therapy, safety, and cleanliness. The results were then compared to other veterans homes
and nursing homes across the country. The average for the homes was 4.59, which is higher than the national
average of 4.23 and the company national average of 4.58. The high scores earned the Minnesota Veterans
Homes 49 “Best in Class” certificates.

Also, over the past two years Minnesota Veterans Homes have been free of any material violations from
regulators (i.e., Minnesota Department of Health and the VA).

MDVA faces several challenges that influence the results of the Homes’ strategies:

e Recruitment and retention of trained staff.

¢ Shift in technology and culture within the Homes for the conversion to CMS compliance.

e Obtaining funds to improve and maintain aging Veterans Homes (particularly in Minneapolis and
Hastings) and equipment.

Resident satisfaction - 4.59

Performance Measures Notes:

Resident satisfaction was measured on a scale from one to five, with five being the highest, for the first time in FY
2012. This score serves as the baseline, and the agency intends to survey residents into the future.
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