
2/20/2018 1 

Building Trust with Women 
Veterans  

Insights and  Findings 

Veterans Experience Office 

February 22, 2018 



2/20/2018 2 

Veronica X. Vela 

Service Design 

Corinne Vizzacchero 

 Visual Design 

Chakakhon Lea 

Benefit Experience 

Sarah Hughes 

Content Strategy 

Veterans 

Experience Office 

Core Team 

Aaron Stienstra 

Visual Design 



2/20/2018 3 



2/20/2018 4 

Video – Here’s What We Heard  

https://www.youtube.com/watch?feature=youtu.be&v=LEL_Pl
HhDi0&app=desktop  

 
 

https://www.youtube.com/watch?feature=youtu.be&v=LEL_PlHhDi0&app=desktop
https://www.youtube.com/watch?feature=youtu.be&v=LEL_PlHhDi0&app=desktop
https://www.youtube.com/watch?feature=youtu.be&v=LEL_PlHhDi0&app=desktop
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Mindset: In good hands from the start 

Insight 

• Many women arrive without 

knowing  what to expect 

• The thought of the unknown can 

be challenging  

• Women Veterans need VA staff to 

empathize and respond to their 

vulnerability 
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Insights 

Theme 1: Women need empathy, compassion, respect and responsive customer 
service at every step of the journey.  
 

Theme 2: Women need to have a connection with their provider, healthcare team 
and other women Veterans. 
 

Theme 3: Women experience unequal care by facility, gender and VA employment 
status. 
 

Theme 4: Women have specialty care needs that are not easily addressed in the 
current VA structure. 
 

Theme 5: Women Veterans are eager to be involved in the design of patient 
experience improvements at VA. 

Key Themes 
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Future Design Opportunities 

How might we set expectations with women 
Veterans so they understand what services VA 
can offer them? 

How might we facilitate more positive 
relationships between providers and women 
patients?  

How might we create a culture where women 
feel equally appreciated as patients?  

Top 3 
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The way we treat Veterans 
today is the reason they will 
choose VA tomorrow. 


