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o Wrap up by highlighting some of the culture changes going on that will help make this
happen (e.g., Quicker decisions, Doing the right thing, etc). Purpose is to make people
believe that we can do this and are on the right path.

e 5-10 mins - POTUS closes. Thanks David, Veterans, VSO, VA employees.

Attendees:

e A handful of key VA leadership

e ~10 VA employees, most of which are Veterans. | would have VHA pick 3, VBA 2, NCA1,0IT 1, +
3 discretionary)

e A handful of key VSOs (Big 6 + MOAA, Bill Rausch, Jared Lyon, etc) + 1-2 from caregiver/family
community (e.g., Amy Looney, Bonnie Carroll)

e Strategic partner — anyone from the Omaha deal (to use this as an example of how we are
working differently)?

e Press

Visuals: Obviously this isn’t a powerpoint presentation. But | wonder if we can blowup 1-2 visuals to help
make this a little more powerful:
e 5 priorities would be a good one
e  First 100 day accomplishments — | have the feeling Latriece’s big arrow might be overboard for
this. But worth considering.
e Next 100 day accomplishments

Let me know what you think.
Scott

Sender: Blackburn, Scott R. </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
*|(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Ullyot, John </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=c02392d86764480bb90e3854a5f3cbbb-Ullyot, Joh>;
Leinenkugel, Jake </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=cc0cb8663b3946c2ab59b61da27d86cc-Leinenkugle>;
Fureigh, Brandon </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacofureib>;
Redipient: Hutton, James </o=Exchangelabs/ou=Exchange Administrative Group
*|(FYDIBOHF23SPDLT)/cn=Recipients/cn=a7da07a304d245cca%fca81fbc0da800-Hutton, Jam>;
Tallman, Gary </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=a07d34184b7245e4abc96693bce25ac7-Tallman, Ga>;
Erwin, Mark T. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=8909b758c8c740f1aa92f70adc70d798-Erwin, Mark>;
Gough, James (Gabe) </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=2636414963e146dca3eBe68720ff4a5f-Gough, Jame>

Sent Date:|2017/04/20 16:30:37
Delivered Date:|2017/04/20 14:47:00
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Blackburn, Scott R. </0O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Leinenkugel, Jake </o=ExchangeLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=cc0cb8663b3946c2ab59b61da27d86cc-Leinenkugle>;
'Darin Selnick' <darin.selnick@gmail.com>;

Tucker, Brooks </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=24ae47cff629405aa8557cc2cc792903-Tucker, Bro>;
Davis, Lynda </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=53dd549cb56945748275b40c01793432-Davis, Lynd>;
Harker, Tom W. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=c99d3dfcd04c442e835d5c6b5788d119-Harker, Tom>;
To:|Lukach, Michael A. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=5bdb2ba313a94596bcabec13054f06dd-Lukach, Mic>;
Connell, Lawrence B. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=a3e7233376344045980ad214122389f4-Connell, La>;
O'Rourke, Peter M. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=2b3694bf8b8045e0a06e4797e30b93af-0O'Rourke, P>;
Miller, Matthew M. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=0fe2cf1af5bh74ch4ae484817e0efd06a-Miller, Mat>;
Fureigh, Brandon </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacofureib>

Subject:|RE: Choose VA
Date:|2017/04/10 21:36:00
Priority:|Normal

Type:|Note

From:

I personally LOVE "Choose VA" as it really reinforces the direction the Secretary is going under the theme of
"competition". It implies we are giving Veterans choice (which we are). It acknowledges that employees also have
choice (they are not indentured servants like we sometimes treat them). It acknowledges that taxpayers have choice in
where their money is invested. It acknowledges supplier, VSOs and others have the choice to support us or not. It
breaks from the culture of entitlement to one more of hunger/scrappiness and then mentality of "earning your
customers".

I view MyVA as very different. I view the two as complimentary rather than competitors. But I'd love to discuss/debate
to make sure I am not defending an unconscious bias that I might have (since I have been so close to MyVA for so long).
MyVA has been the department transformation. It has been the culture change from rules to principle based decision
making, living the ICARE values, more disciplined execution, focusing on the Veteran (rather than the organization), fixing
the employee experience, streamlining support services like HR/IT/supply, creating a culture of continuous improvement,
and being more inclusive by working jointly with strategic partners to better serve Veterans. It has been fixing the
foundation. I view Choose VA as taking it to the next level .

Just like any consumer products company, how you manage the brand change it what is imperative. The Marines are a
perfect example "A Few Good Men" to "The Few, The Proud" and now "Battles Won". The issue that we are going to
have with Veterans, employees, VSOs, and other stakeholders is transforming and "flavor of the month" fatigue. If we
don't handle it correctly the reaction will be "MyVA is gone. Now the new flavor of the moment is Choose VA". That is
not the reaction we want. We want, "the MyVA transformation is continuing. But they are taking it to the next level.
They want everyone to Choose VA which is brilliant. I can't wait to get behind it. I love the momentum."

Whatever we do, make sure we test it with Veterans, employees and stakeholders. We have a "Human Centered Design"
team in VE (lead currently by Renee Anderson). These are folks that used to work for companies like IDEQ, Apple, etc
who used to do this for a living in the private sector (understand what customers wants, and then design
products/branding/etc to meet what the customer wants). I would make sure we use them.

I would also make sure we get someone good to design the logo/brand. The person I used for MyVA is currently at FDIC
(perhaps we can borrow her back). Either the VE HCD team or one of our several OPAs (OPIA, VBA or VHA) have some
graphic designers that could help. The one "Choose VA" logo I have seen looks like Chick-fil-e and will get badly made
fun of. Let's make sure we manage this well and knock it out of the park.

From: Leinenkugel, Jake
Sent: Monday, April 10, 2017 7:40 AM
To: Darin Selnick; Tucker, Brooks; Davis, Lynda; Harker, Tom W.; Lukach, Michael A.; Connell, Lawrence B.; O'Rourke,
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Peter M.; Miller, Matthew M.
Cc: Leinenkugel, Jake; Blackburn, Scott R.
Subject: FW: Choose VA

Team: This is very early & initial thinking behind Choose VA vs. MyVA. Fits direction and vision of SecVA for making VA
competitive with private sector. Now, can we build a revised communication/marketing plan in short order to make
appropriate pivot? Scott: Would appreciate your POV.

From: Leinenkugel, Jake

Sent: Monday, February 20, 2017 6:41 PM
To: Shulkin, David 1., MD

Cc: Leinenkugel, Jake

Subject: Choose VA

Mr. Secretary: I spent a few days contemplating the term "Choose VA" and really had main points established within an
hour of our meeting.

I put it against the current "My VA" term and where I believe your vision is headed. One thing I learned early on in my
career is that every word and every action a leader states or does is critical. That said, the choice of "choose vs. my" is
substantive and actionable. We both know...choose is a verb and my is a pronoun. Leaders constantly use verbs
because they announce action and a need to obtain a desired outcome, "attack, charge, move and deliver" are examples.
Pronouns like "my" can be seen as status quo or non-defensible if the customer doesn't feel it's true.

Your term "Choose VA" should become the new tag line (not term) as used above. You are creating a new vision and
direction under your leadership. "Choose VA" is all about delivering actionable outcomes with choices and consequences.
It is holistic within a large organization like Veteran Affairs. Every department and every employee can readily grasp the
choice behind "Choose VA". Some simple examples:

1. A veteran will and should have a choice of facilities that best meet their needs.

2. Great VA facilities that provide ease of access and quality outcomes will thrive.

3. Mediocre VA facilities will better realize their shortcomings and try harder to match their private competitors.

4. Poor VA facilities will be put on notice that they are failing to meet our customers (Vets) needs and may be out of
business if they don't make major changes vs. private market."

5. Itis equally as strong with employees at all levels....let's make something better for ourselves and Vets so they do
readily choose us vs. competitors.

6. Consider adding the concept internally the that every call from our veterans is a 911 call....so take action!

7. Consider adding the concept where we all need to come to work everyday with the attitude of "I'm personally going to
do one thing today that will help a Vet", then ask ourselves if we delivered.

My next test to validate would be what I call "poking". I would present to 5 different level VACO employees (clerk, driver,
Doctor, clinician and admin), with a set-up and rationale as stated above. If 4 out of 5 easily agree with strength and
validity it could go to next marketing/PR build out stage if desired.

I hope this is what you were looking for to begin the build out of a big idea?
V/R,

Jake Leinenkugel

Sent with Good (www.good.com)

Blackburn, Scott R. </0O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Leinenkugel, Jake </o=ExchangeLabs/ou=Exchange Administrative Group
Recipient: | (FYDIBOHF23SPDLT)/cn=Recipients/cn=cc0cb8663b3946c2ab59b61da27d86cc-Leinenkugle>;
'Darin Selnick' <darin.selnick@gmail.com>;

Sender:
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Tucker, Brooks </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=24ae47cff629405aa8557cc2cc792903-Tucker, Bro>;
Davis, Lynda </o=ExchangeLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=53dd549cb56945748275b40c01793432-Davis, Lynd>;
Harker, Tom W. </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=c99d3dfcd04c442e835d5c6b5788d119-Harker, Tom>;
Lukach, Michael A. </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=5bdb2ba313a94596bca5ec13054f06dd-Lukach, Mic>;
Connell, Lawrence B. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=a3e7233376344045980ad214122389f4-Connell, La>;
O'Rourke, Peter M. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=2b3694bf8b8045e0a06e4797e30b93af-0'Rourke, P>;
Miller, Matthew M. </o=ExchangeLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=0fe2cf1af5b74cb4ae484817e0efd06a-Miller, Mat>;
Fureigh, Brandon </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacofureib>

Sent Date:

2017/04/10 21:48:29

Delivered Date:

2017/04/10 21:36:00
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Blackburn, Scott R. </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Leinenkugel, Jake </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=cc0cb8663b3946c2ab59b61da27d86cc-Leinenkugle>;
'Darin Selnick' <darin.selnick@gmail.com>;

Tucker, Brooks </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=24ae47cff629405aa8557cc2cc792903-Tucker, Bro>;
Davis, Lynda </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=53dd549cb56945748275b40c01793432-Davis, Lynd>;
Harker, Tom W. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=c99d3dfcd04c442e835d5c6b5788d119-Harker, Tom>;
To:|Lukach, Michael A. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=5bdb2ba313a94596bca5ec13054f06dd-Lukach, Mic>;
Connell, Lawrence B. </o=ExchangeLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=a3e7233376344045980ad214122389f4-Connell, La>;
O'Rourke, Peter M. </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=2b3694bf8b8045e0a06e4797e30b93af-O'Rourke, P>;
Miller, Matthew M. </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=0fe2cf1af5b74cb4ae484817e0efd06a-Miller, Mat>;
Fureigh, Brandon </0=VA/QOU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacofureib>

CC:|Wright, Vivieca (Simpson) </0O=VA/OU=VA Martinsburg/cn=Recipients/cn=vhacowrighvl>
Subject:|RE: Choose VA
Date:|2017/04/11 07:37:21
Priority: Normal
Type: | Note

From:

I'd love to be involved.

Ed Ledford put together the below logo on a whim. Well intentioned, but misses the mark for a number
of reasons (to include looking too much like Chick-fil-et and also the weird arrow that has been the butt
of a few jokes). This is what | mean about getting it down “professionally” and making sure we test
anything we roll out with Veterans/employees/stakeholders.

A few names for you:

e Testing this with Veterans (Renee Anderson on Lynda’s VE team)

e Drafting the logo (I am told Nick Crawford in VBA is pretty good. Lea Holcer is the name of the
person who did the MyVA branding. She was a VA employee and is now at FDIC. | bet we can
“borrow” her to do this again for us if we need to). | am sure there are a few other in house
people too. We also have Atlas/others on contract that could probably help with this.
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From: Leinenkugel, Jake

Sent: Tuesday, April 11, 2017 6:59 AM

To: Blackburn, Scott R.; Darin Selnick; Tucker, Brooks; Davis, Lynda; Harker, Tom W.; Lukach, Michael A;
Connell, Lawrence B.; O'Rourke, Peter M.; Miller, Matthew M.; Fureigh, Brandon

Cc: Leinenkugel, Jake; Wright, Vivieca (Simpson)

Subject: RE: Choose VA

Completely agree. You hit all major hot buttons. Want you involved going forward and we need your
input &support. Don't know where current overnight logo came from, but very happy to know we have
in-house capabilities. The only negatives | received when | "poked" this concept was what you correctly
pointed out....flavor of the month fatigue. The rationale to transition is strong and should be
simultaneously integrated with the new choice direction as you articulated in first paragraph. Thanks
much.

From: Blackburn, Scott R.

Sent: Monday, April 10, 2017 9:48 PM

To: Leinenkugel, Jake; Darin Selnick; Tucker, Brooks; Davis, Lynda; Harker, Tom W.; Lukach, Michael A.;
Connell, Lawrence B.; O'Rourke, Peter M.; Miller, Matthew M.; Fureigh, Brandon

Subject: RE: Choose VA

| personally LOVE "Choose VA" as it really reinforces the direction the Secretary is going under the
theme of "competition". It implies we are giving Veterans choice (which we are). It acknowledges that
employees also have choice (they are not indentured servants like we sometimes treat them). It
acknowledges that taxpayers have choice in where their money is invested. It acknowledges supplier,
VSOs and others have the choice to support us or not. It breaks from the culture of entitlement to one
more of hunger/scrappiness and then mentality of "earning your customers".

| view MyVA as very different. | view the two as complimentary rather than competitors. But I'd love to
discuss/debate to make sure | am not defending an unconscious bias that | might have (since | have
been so close to MyVA for so long). MyVA has been the department transformation. It has been the
culture change from rules to principle based decision making, living the ICARE values, more disciplined
execution, focusing on the Veteran (rather than the organization), fixing the employee experience,
streamlining support services like HR/IT/supply, creating a culture of continuous improvement, and
being more inclusive by working jointly with strategic partners to better serve Veterans. It has been
fixing the foundation. | view Choose VA as taking it to the next level .

Just like any consumer products company, how you manage the brand change it what is imperative. The
Marines are a perfect example "A Few Good Men" to "The Few, The Proud" and now "Battles Won". The
issue that we are going to have with Veterans, employees, VSOs, and other stakeholders is transforming
and "flavor of the month" fatigue. If we don't handle it correctly the reaction will be "MyVA is

gone. Now the new flavor of the moment is Choose VA". That is not the reaction we want. We want,
"the MyVA transformation is continuing. But they are taking it to the next level. They want everyone to
Choose VA which is brilliant. | can't wait to get behind it. | love the momentum."

Whatever we do, make sure we test it with Veterans, employees and stakeholders. We have a "Human
Centered Design" team in VE (lead currently by Renee Anderson). These are folks that used to work for

0526 RELEASED PURSUANT TO FOIA REQUEST # 18-12525-F
TO ADAM GROGG OF DEMOCRACY FORWARD



RELEASED PURSUANT 943 PEAASREQUEST # 18-12525-F
TO ADAM GROGG OF DEMOCRACY FORWARD FOUNDATION

companies like IDEQ, Apple, etc who used to do this for a living in the private sector (understand what
customers wants, and then design products/branding/etc to meet what the customer wants). | would
make sure we use them.

| would also make sure we get someone good to design the logo/brand. The person | used for MyVA is
currently at FDIC (perhaps we can borrow her back). Either the VE HCD team or one of our several OPAs
(OPIA, VBA or VHA) have some graphic designers that could help. The one "Choose VA" logo | have seen
looks like Chick-fil-e and will get badly made fun of. Let's make sure we manage this well and knock it
out of the park.

From: Leinenkugel, Jake

Sent: Monday, April 10, 2017 7:40 AM

To: Darin Selnick; Tucker, Brooks; Davis, Lynda; Harker, Tom W.; Lukach, Michael A.; Connell, Lawrence
B.; O'Rourke, Peter M.; Miller, Matthew M.

Cc: Leinenkugel, Jake; Blackburn, Scott R.

Subject: FW: Choose VA

Team: This is very early &initial thinking behind Choose VA vs. MyVA. Fits direction and vision of SecVA
for making VA competitive with private sector. Now, can we build a revised communication/marketing
plan in short order to make appropriate pivot? Scott: Would appreciate your POV.

From: Leinenkugel, Jake

Sent: Monday, February 20, 2017 6:41 PM
To: Shulkin, David J., MD

Cc: Leinenkugel, Jake

Subject: Choose VA

Mr. Secretary: | spent a few days contemplating the term "Choose VA" and really had main points
established within an hour of our meeting.

| put it against the current "My VA" term and where | believe your vision is headed. One thing | learned
early on in my career is that every word and every action a leader states or does is critical. That said, the
choice of "choose vs. my" is substantive and actionable. We both know...choose is a verb and my is a
pronoun. Leaders constantly use verbs because they announce action and a need to obtain a desired
outcome, "attack, charge, move and deliver" are examples. Pronouns like "my" can be seen as status
quo or non-defensible if the customer doesn't feel it's true.

Your term "Choose VA" should become the new tag line (not term) as used above. You are creating a
new vision and direction under your leadership. "Choose VA" is all about delivering actionable outcomes
with choices and consequences. It is holistic within a large organization like Veteran Affairs. Every
department and every employee can readily grasp the choice behind "Choose VA". Some simple
examples:

1. A veteran will and should have a choice of facilities that best meet their needs.

2. Great VA facilities that provide ease of access and quality outcomes will thrive.
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3. Mediocre VA facilities will better realize their shortcomings and try harder to match their private
competitors.

4. Poor VA facilities will be put on notice that they are failing to meet our customers (Vets) needs and
may be out of business if they don't make major changes vs. private market.’

5. It is equally as strong with employees at all levels....let's make something better for ourselves and
Vets so they do readily choose us vs. competitors.

6. Consider adding the concept internally the that every call from our veterans is a 911 call....so take
action!

7. Consider adding the concept where we all need to come to work everyday with the attitude of "I'm
personally going to do one thing today that will help a Vet", then ask ourselves if we delivered.

My next test to validate would be what | call "poking". | would present to 5 different level VACO
employees (clerk, driver, Doctor, clinician and admin), with a set-up and rationale as stated above. If 4
out of 5 easily agree with strength and validity it could go to next marketing/PR build out stage if
desired.

I hope this is what you were looking for to begin the build out of a big idea?

V/R,

Jake Leinenkugel

Sent with Good (www.good.com)

Blackburn, Scott R. </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP

Sender:| 5 1BOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Leinenkugel, Jake </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=cc0cb8663b3946c2ab59b61da27d86cc-Leinenkugle>;
'Darin Selnick' <darin.selnick@gmail.com>;

Tucker, Brooks </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=24ae47cff629405aa8557cc2cc792903-Tucker, Bro>;
Davis, Lynda </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=53dd549cb56945748275b40c01793432-Davis, Lynd>;
Harker, Tom W. </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=c99d3dfcd04c442e835d5c6b5788d119-Harker, Tom>;
Lukach, Michael A. </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=5bdb2ba313a94596bca5ec13054f06dd-Lukach, Mic>;
Connell, Lawrence B. </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=a3e7233376344045980ad214122389f4-Connell, La>;
O'Rourke, Peter M. </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=2b3694bf8b8045e0a06e4797e30b93af-O'Rourke, P>;
Miller, Matthew M. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=0fe2cflaf5Sb74cb4ae484817e0efd06a-Miller, Mat>;
Fureigh, Brandon </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacofureib>;

Wright, Vivieca (Simpson) </0=VA/OU=VA Martinsburg/cn=Recipients/cn=vhacowrighvl>

Recipient:
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Blackburn, Scott R. </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Leinenkugel, Jake </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=cc0cb8663b3946c2ab59b61da27d86cc-Leinenkugle>;
Stiner, Matthew </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacostinem>;

Erwin, Mark T. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=8909b758c8c740f1aa92f70adc70d798-Erwin, Mark>;
Davis, Lynda </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=53dd549cb56945748275b40c01793432-Davis, Lynd>;
Morton, Barbara C. </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=53eb88b4a0814ce198ed30a1909042be-Morton, Bar>;
Collier, Matthew </0O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacocollim1>;

Kitts, Denise </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=81a17ada0238472caf11a9ea43cf0ea3-Kitts, Deni>

Merchant, Robert </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=4cc20aa982a0407787ad 1e8c3043cb62-Merchant, R>;
Tran, Dat VACO </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=5672e7e4b20d42719eb55eb33d001ca%-Tran, Dat>

Subject:|Representing 22m Veteran
Date:|2017/03/20 21:24:00
Priority: Normal
Type:|Note

From:

To:

CC:

Team — | had an interesting conversation with David this morning about filling the vacuum in serving the
full suite of 21.7m Veterans (rather than just the 9.6m Veterans that received at least one service from
the VA last year). | am going to engage Bill Rausch in a conversation about this to better understand the
void that needs to be filled (whether by VA, the WH or some other entity) and will invite you all into this
conversation.

But in the meantime, please read the below thread from the bottom up. | had circulated this in
November but it didn’t get traction.
e The simplest benefit that all Veterans “earn” is Veteran status.
e Verifying Veteran status is actually not trivial. This is the business model that ID.me created. If
anyone should own this, it is VA.
e We have acongressional mandate out there to provide Veterans an ID card in order so that
Veterans can prove their status. | can’t remember exactly who owns this.
e The natural place for all Veterans to “register” with VA (without filing a claim) is through
Vets.gov
e  The most logical “carrot” for encouraging Veterans to register is being eligible for Veteran
discounts (e.g., Home Depot, Lowes, black Friday shopping, etc).

IH

| had proposed the below outline as a means for ramping up Vets.gov sign ups, which would in turn
expedite our Enterprise Data Management effort; all while giving Veterans a major boost via access to
Veteran discounts.

Just something to noodle on...

0529 RELEASED PURSUANT TO FOIA REQUEST # 18-12525-F
TO ADAM GROGG OF DEMOCRACY FORWARD



RELEASED PURSUANT PERIASREQUEST # 18-12525-F
TO ADAM GROGG OF DEMOCRACY FORWARD FOUNDATION

From: Blackburn, Scott R.

Sent: Saturday, November 26, 2016 8:24 AM

To: Allin, Thomas; Becker, Lee A.; Morton, Barbara C.; Kitts, Denise
Subject: RE: opportunity - helping Veterans w/ eCommerce

I’m not sure what Marina is referring to. But in the spirit of “putting Veterans first”, “building trust”, and
making this new VA we are creating tangible for our customers/Veterans; here is what | think the
opportunity is:

e Get a vast majority of the 22m Veterans in the US to register with VA (rather than just the 9m
that go HC or benefits)

e Accelerate our CDI database of these Veterans. Imagine what we could do with that data?

e Accelerate adoption of Vets.gov. Once we have that, imagine the marketing/communications
we could do (versus current state)? Also imagine how that could help our operations (online
self-service would go way up, easing the burden on our phone operations and in-person
operations).

e Give Veterans a tangible benefit of the VA transformation. Show them VA really cares about
them and is looking out for them. | bet the reaction in the veteran community will be “about

time!”.

| think this could be a huge gamechanger in vaulting VA into the 215 century towards our goal of being
the #1 customer service provider in government.

Imagine...

e \Veterans Day 2017 (so we’d have plenty of time) — we announce that anyone with a vets.gov
account will get instantly verified as a “Veteran” and therefore instantly eligible for a Veteran
discount at 200+ retails including all the favorites (Amazon, Home Depot, Disney, NFL.com,
Apple, Wal-mart, Target, etc.)

e By Black Friday 2017 — make a big push to advertise this.

e By Christmas 2017 — 15m Veterans signed up

e By Christmas 2018 — 21m Veterans signed up

e This would also solve that “Veteran card” issue that was passed into law last year (not sure of
the status of that, | know VBA was working that)

| would think this would require...

e Figuring out whatever Marina is talking about

e Strategic Partnerships to work the agreements with the online retailers. The retailers won’t be a
problem as many of them either already do this or want to do this (but it is hard to verify if you
are truly Veteran or not). The biggest thing will be getting the NFL.com’s of the world to change
their wording from “Military and First Responders” to “Military, Veterans and First
Responders”.

e  Working with ID.me and whomever else to make this easy.

From: Allin, Thomas

Sent: Saturday, November 26, 2016 7:20 AM

To: Becker, Lee A.; Morton, Barbara C.; Kitts, Denise

Cc: Blackburn, Scott R.

Subject: Re: opportunity - helping Veterans w/ eCommerce
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Barbara, Lee &Denise, let’s huddle on this. Thought the intent was to use ID.me for now &migrate to a VA
capability once it was set up.

From: Marina Martin {(b)®)
Date: Friday, November 25, ZUI6 at 7:.09 PIVI

To: "Becker, Lee A." fb)(ﬁ) |"Blackbu rn, Scott R." <Scott.Blackburn@va.gov>
Cc: Department of Veterans Affairs vaipmacteam 4b)(8) Norton, Barbara C."
b)(8) O'Connor, Kelly A." , "Langer, Stacey"

Subject: RE: opportunity - helping Veterans w/ eCommerce

Great news! You guys (VE) are the decision makers of whether VA trusts ID.me's sources as "did this person
serve" because you are the designated data steward for the department for Veteran characteristic data. Their
sources are frankly better and more thorough than ours. But this got stuck a few months back at data
governance because Denise did not want to move forward with it in favor of a data service at VA that doesn't
exist yet (eMIS) and that ID.me would happily include as an additional data source. So ball is in VE's court. |
hope you pick it up and make this happen,

From: Becker, Lee A.

Sent: Friday, November 25, 2016 04:33 PM Eastern Standard Time

To: Blackburn, Scott R.

Cc: Allin, Thomas; Morton, Barbara C.; Martin, Marina; O'Connor, Kelly A.
Subject: RE: opportunity - helping Veterans w/ eCommerce

Thank you Scott for sharing! Think this is a very exciting connection to ID.me. Also wonder the opportunity to
make things easier for Veterans when going to DMV to get Veteran plates, other bennies that states provide
to Veterans....

Thank you!

V/R,
Lee

Sent with Good (www.good.com)

From: Blackburn, Scott R.

Sent: Friday, November 25, 2016 02:53 PM Eastern Standard Time

To: Snyder, Robert; Feil, Michael; Allin, Thomas; O'Connor, Kelly A.; Martin, Marina; Venkataraman, Rashi;
Collier, Matthew; Williams, Rosemary (Office of Public Affairs); Fureigh, Brandon; Foxworth (Williams),
Rochelle; Taylor, Martin A.; Morton, Barbara C.; Becker, Lee A.; Logsdon, Alexandra D.

Subject: opportunity - helping Veterans w/ eCommerce
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| was just doing a little Black Friday shopping on NFL.com (Gronk jersey for my son Brady, Ezekiel Elliot
jersey for Chase, Patriots tutu for Denali). At checkout | noticed they have a 15% “Military and First
Responders” discount supported by ID.me. Turns out the discount is also applicable to Veterans. So |
clicked on it, entered my ID.me password (that supports my brand new Vets.gov account) and | instantly
got verified and got a 15% discount.

Now that we have ID.me and will be asking all Veterans to do the same with their Vets.gov account, this
opens a world of possibilities. Now any eCommerce site can instantly verify whether or not you are a
Veteran (rather than DD214, a physical ID or taking someone’s word for it).

Can we take advantage of this? By Veterans Day / Black Friday / Christmas 2017, why would we not have
200+ e-retailers signed up offering some kind of discount to Veterans? Start with ones that already exist
(e.g., NFL.com) and the other obvious ones as your foundation (e.g., Amazon, Home Depot, Lowes,
Disney, Wal-Mart), and then why would someone not do this? Even for the existing ones, we would
provide free marketing towards a targeted audience (Veterans). If Veterans see the VA looking out for
their interests, this increases trust. This will also increase Vets.gov account adoption because they will
get something out of it while simultaneously offsetting the anxiety about switching to LOA3 security
level.

Scott Blackburn
MyVA
Department of Veterans Affairs

(0)(6)

E3

Blackburn, Scott R. </0O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Leinenkugel, Jake </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=cc0cb8663b3946c2ab59b61da27d86cc-Leinenkugle>;
Stiner, Matthew </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacostinem>;

Erwin, Mark T. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=8909b758c8c740f1aa92f70adc70d798-Erwin, Mark>;
Davis, Lynda </o=ExchangelLabs/ou=Exchange Administrative Group

Recipient: |(FYDIBOHF23SPDLT)/cn=Recipients/cn=53dd549cb56945748275b40c01793432-Davis, Lynd>;
Morton, Barbara C. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=53eb88b4a0814ce198ed30a1909042be-Morton, Bar>;
Collier, Matthew </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacocollim1>;

Kitts, Denise </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=81a17ada0238472caf11a9ea43cf0ea3-Kitts, Deni>;
Merchant, Robert </o=Exchangelabs/ou=Exchange Administrative Group

cid:image003.jpg@01D10F3D.AOFF1B70

Sender:
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(FYDIBOHF23SPDLT)/cn=Recipients/cn=4cc20aa982a0407787ad 1e8c3043cb62-Merchant, R>;
Tran, Dat VACO </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=5672e7e4b20d42719eb55eb33d001ca9-Tran, Dat>

Sent Date:|2017/03/20 21:24:08

Delivered Date:|2017/03/20 21:24:00

0533 RELEASED PURSUANT TO FOIA REQUEST # 18-12525-F
TO ADAM GROGG OF DEMOCRACY FORWARD



RELEASED PURSUANT Y PERIASREQUEST # 18-12525-F
TO ADAM GROGG OF DEMOCRACY FORWARD FOUNDATION

Blackburn, Scott R. </0O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

To:|Wright, Vivieca (Simpson) </O=VA/OU=VA Martinsburg/cn=Recipients/cn=vhacowrighvl>
Subject:|RE: Look forward to meeting on OVE
Date:|2017/03/03 14:58:00
Priority:|Normal
Type:|Note

From:

I agree. That is definitely not where I pointed her. I think she could do good things in VE.

From: Wright, Vivieca (Simpson)

Sent: Friday, March 03, 2017 11:30 AM

To: Blackburn, Scott R.

Subject: FW: Look forward to meeting on OVE

OEI - not sure she is a fit for this?

From: Davis, Lynda

Sent: Friday, March 03, 2017 7:13 AM

To: Shulkin, David 1., MD

Cc: Wright, Vivieca (Simpson); Lukach, Michael A.; Leinenkugel, Jake; Blackburn, Scott R.
Subject: Look forward to meeting on OVE

Mr Secretary,

Since we last spoke I have worked to complete your requests: 1) a reorganization option for the consolidation of OVE and
OEI (I have 3 versions that save staff, resources and increase value to the agencies and the department); and 2) plans
for communication with PVA and Mr. Krause (I have these with recommendations for data capture, analysis and
utilization by cognizant agencies with the enthusiastic participation of Sherman and Ben).

These latter can be used as a model for Veteran Experience capture internally (e.g. to analyze VHA data on veterans at
risk for suicide and to inform nursing services for SCI) and externally (e.g. to capture the experience of the Veteran
caregiver through VISNs with the support of CVEBs and focus groups with constituent groups like the 900+ ALA units).

I look forward to briefing you on these as scheduled on Monday at 1:30pm.

I also look forward to discussing with you personally, at the direction of OPP, my future appointment options at VA. This
is especially important to me given my life's dedication to devotedly and effectively serving veterans and their families,
my very visible role in the MSO/VSO community, and my participation as the co-lead of the 2012 VA transition team and
on the 2016 VA transition team since last August.

I have heard about several roles that you might want me to fill (or not) and I would appreciate receiving direct guidance
from you before I take further action.

With appreciation, respect and gratitude for the opportunity to have been of service, Lynda

Sent with Good (www.good.com)
Lynda C. Davis, Ph.D.
Senior Advisor to the Secretary

Blackburn, Scott R. </0O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Recipient:|Wright, Vivieca (Simpson) </0=VA/OU=VA Martinsburg/cn=Recipients/cn=vhacowrighvl>
Sent Date:|2017/03/03 14:58:10
Delivered Date:|{2017/03/03 14:58:00

Sender:
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Blackburn, Scott R. </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP

From:| rvDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Leinenkugel, Jake </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP

1L (FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacoleinet>

Subject:|FW: Initial results for 70k comments

Date:|2017/02/27 13:38:33

Priority:|Normal

Type:|Note

Sent with Good (www.good.com)

From: Maktabi, Hala, Ph.D., M.P.H.

Sent: Monday, February 27, 2017 01:07 PM Eastern Standard Time

To: Becker, Lee A.; Morton, Barbara C.; Davis, Lynda; Blackburn, Scott R.
Cc:  Akhtar, Syed Asad (ERPI)

Subject:  Initial results for 70k comments

With text analysis capability finally stood up on our team, please find attached initial findings from the 70K VE APG
comments.

In a nutshell:

1)  The top 3 threads that we pulled were:

1. Poor phone interactions

2. Delays or issues with receiving timely care and/or services

3. Poor interactions with VA staff

2) Customers who mention delays or issues with receiving timely care and/or services in the comments are 1.6 times
more likely to report trust disagreement. In other words, improving timeliness of services for a customer results in 1.6
increased likelihood of customer agreeing with trust statement.

3)  The attached slides include additional results for ease, effectiveness, emotion, as well as next steps for drilldown
analyses.

As always, we're happy to answer your questions!

Wishes for a great day ahead,

Hala

Hala Maktabi, PhD, MPH
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Director of Enterprise Measurement and Performance Improvement
Veterans Experience Office, MyVA

Department of Veterans Affairs
b)(6)

Phone:

“Building trusted, lifelong relationships with Veterans and their families!”

Sender: Blackburn, Scott R. </0O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
*|(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Leinenkugel, Jake </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP

Recipient: -y n 5 0HF23SPDLT)/CN=RECIPIENTS/CN=Vacoleinet>

Sent Date:|2017/02/27 13:38:33

0536 RELEASED PURSUANT TO FOIA REQUEST # 18-12525-F
TO ADAM GROGG OF DEMOCRACY FORWARD



RELEASED PURSUANT I3 PERASREQUEST # 18-12525-F
TO ADAM GROGG OF DEMOCRACY FORWARD FOUNDATION

From: Blackburn, Scott R. </0O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
*|(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Lue, Rosetta </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VacolueR>

Subject:|RE: NYC311 Tour
Date:|2017/02/26 16:22:12
Priority:|Normal
Type:|Note

To:

Let's meet 1-on-1. We need to catch up anyway!!!

Tomorrow late afternoon seems to be best. I have a few speaking things (NASDVA and American Legion) tomorrow early
afternoon so 1pm wouldn't have worked for me anyway.

Sent with Good (www.good.com)

From: Lue, Rosetta

Sent: Sunday, February 26, 2017 03:02 PM Eastern Standard Time
To: Blackburn, Scott R.

Subject: RE: NYC311 Tour

It's not my calendar either but originally I thought it was 1pm. If it's been cancelled, can I still meet with you one on one
to get your perspective on my recommendations?

I will send a one page draft later this evening.

Sent with Good (www.good.com)

From: Blackburn, Scott R.

Sent: Sunday, February 26, 2017 02:59 PM Eastern Standard Time
To: Lue, Rosetta

Subject: RE: NYC311 Tour

I thought you were but I no longer see it. What time?

From: Lue, Rosetta

Sent: Sunday, February 26, 2017 2:58 PM
To: Blackburn, Scott R.

Subject: RE: NYC311 Tour

I'invited Lynda and will reach out to Jake.

P.S. Am I on your calendar for tomorrow to review the Contact Center Transformation governance?

Sent with Good (www.good.com)
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From: Blackburn, Scott R.

Sent: Saturday, February 25, 2017 11:07 PM Eastern Standard Time
To: Lue, Rosetta

Subject: RE: NYC311 Tour

Definitely Lynda. Maybe Jake Leinenklugel.

From: Lue, Rosetta

Sent: Friday, February 24, 2017 4:14 PM
To: Blackburn, Scott R.

Subject: FW: NYC311 Tour

Anyone of VA leadership “influence” you would suggest that I invite on the NYC311 tour?

From: Lue, Rosetta

Sent: Friday, February 24, 2017 3:54 PM

To: Morton, Barbara C.; Becker, Lee A.; 'Victoria McFadden - T'; Kitts, Denise; Dang, Trisha, VBAVACO; Gibbs-Skervin,
Annette

Cc: Schuster, Anna

Subject: RE: NYC311 Tour

Joseph Morrisroe, NYC311 Executive Director, has confirmed the NYC311 tour can be conducted on March 15th. He will
invite staff from IT (manages CRM, KM and Telecom applications), Performance Management (data and accountability
results), Complaints Management (uses the CRM to route complaints and provides tracking number), Staffing, Training,
and Veterans Service Office to present on their area of expertise

Please advise who else should be invited to the NYC311 tour.

BACKGROUND ON NYC311:

In 2015, NYC311 processed 20 million calls 400 agents with an ASA of 14 seconds and is promoted as the City's “front
door to government”.

Since it was founded by the Bloomberg administration in 2003, 311's operation has expanded steadily with the addition of
311 Online in 2009; text message and social media support in 2011; and a mobile app that launched in 2013. In 2015,
311 fielded 13 million online requests and over one million requests through its app, a figure that is growing rapidly.

From: Schuster, Anna

Sent: Friday, February 24, 2017 2:13 PM
To: Lue, Rosetta

Subject: RE: NYC311

Thanks!

From: Lue, Rosetta
Sent: Friday, February 24, 2017 2:12 PM
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To: Schuster, Anna
Cc: Becker, Lee A.; McFadden, Victoria; Kitts, Denise; Dang, Trisha, VBAVACO
Subject: RE: NYC311

We can all catch an early train in the morning for the tour.

From: Schuster, Anna

Sent: Friday, February 24, 2017 2:11 PM

To: Lue, Rosetta

Cc: Becker, Lee A.; McFadden, Victoria; Kitts, Denise; Dang, Trisha, VBAVACO
Subject: RE: NYC311

Hi, Rosetta---will you be leaving the night before or the morning of? I will check for dates and report back.

From: Lue, Rosetta

Sent: Friday, February 24, 2017 2:09 PM

To: Schuster, Anna

Cc: Morton, Barbara C.; Becker, Lee A.; McFadden, Victoria; Kitts, Denise; Dang, Trisha, VBAVACO
Subject: NYC311

Anna,

Can you select two upcoming dates when Barbara and Lee are available to join the VEO team on a tour of NYC311? This
would be all day event in NYC. Please exclude Monday's from the available options. Thanks.

Rosetta Carrington Lue
White House Presidential Executive Fellow
Senior Advisor to the Chief Veterans Experience Officer

Department of Veterans Affairs

Blackburn, Scott R. </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP

Sender:| v 01BOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Lue, Rosetta </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP

Recipient: | 1 1BOHF23SPDLT)/CN=RECIPIENTS/CN=VacolueR>

Sent Date:|2017/02/26 16:22:12
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From: Blackburn, Scott R. </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
*|(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Lue, Rosetta </o=Exchangelabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=78b3d44aeb644f499c12950bf8489565-Lue, Rosett>

Subject:|RE: NYC311 Tour
Date:|2017/02/25 23:07:00
Priority: Normal
Type: | Note

To:

Definitely Lynda. Maybe Jake Leinenklugel.

From: Lue, Rosetta

Sent: Friday, February 24, 2017 4:14 PM
To: Blackburn, Scott R.

Subject: FW: NYC311 Tour

Anyone of VA leadership “influence” you would suggest that | invite on the NYC311 tour?

From: Lue, Rosetta

Sent: Friday, February 24, 2017 3:54 PM

To: Morton, Barbara C.; Becker, Lee A.; 'Victoria McFadden - T'; Kitts, Denise; Dang, Trisha, VBAVACO;
Gibbs-Skervin, Annette

Cc: Schuster, Anna

Subject: RE: NYC311 Tour

Joseph Morrisroe, NYC311 Executive Director, has confirmed the NYC311 tour can be conducted on

March 15, He will invite staff from IT (manages CRM, KM and Telecom applications), Performance
Management (data and accountability results), Complaints Management (uses the CRM to route
complaints and provides tracking number), Staffing, Training, and Veterans Service Office to present on
their area of expertise

Please advise who else should be invited to the NYC311 tour.

BACKGROUND ON NYC311:

In 2015, NYC311 processed 20 million calls with 400 agents with an ASA of 14 seconds and is promoted
as the City’s “front door to government”.

Since it was founded by the Bloomberg administration in 2003, 311’s operation has expanded steadily
with the addition of 311 Online in 2009; text message and social media support in 2011; and a mobile
app that launched in 2013. In 2015, 311 fielded 13 million online requests and over one million
requests through its app, a figure that is growing rapidly.

From: Schuster, Anna

Sent: Friday, February 24, 2017 2:13 PM
To: Lue, Rosetta

Subject: RE: NYC311

Thanks!
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From: Lue, Rosetta
Sent: Friday, February 24, 2017 2:12 PM

To: Schuster, Anna
Cc: Becker, Lee A.; McFadden, Victoria; Kitts, Denise; Dang, Trisha, VBAVACO

Subject: RE: NYC311

We can all catch an early train in the morning for the tour.

From: Schuster, Anna

Sent: Friday, February 24, 2017 2:11 PM

To: Lue, Rosetta

Cc: Becker, Lee A.; McFadden, Victoria; Kitts, Denise; Dang, Trisha, VBAVACO

Subject: RE: NYC311

Hi, Rosetta---will you be leaving the night before or the morning of? | will check for dates and report
back.

From: Lue, Rosetta
Sent: Friday, February 24, 2017 2:09 PM

To: Schuster, Anna
Cc: Morton, Barbara C.; Becker, Lee A.; McFadden, Victoria; Kitts, Denise; Dang, Trisha, VBAVACO

Subject: NYC311
Anna,

Can you select two upcoming dates when Barbara and Lee are available to join the VEO team on a tour
of NYC311? This would be all day event in NYC. Please exclude Monday’s from the available options.

Thanks.

Rosetta Carrington Lue

White House Presidential Executive Fellow

Senior Advisor to the Chief Veterans Experience Officer
Department of Veterans Affairs

Sender:|Blackburn, Scott R. </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
ENCer: | FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=VACOBLACKS1>

Recipient: Lue, Rosetta </o=ExchangelLabs/ou=Exchange Administrative Group
P *| (FYDIBOHF23SPDLT)/cn=Recipients/cn=78b3d44aeb644f499¢12950bf8489565-Lue, Rosett>

Sent Date:|2017/02/25 23:07:39

Delivered Date:|2017/02/25 23:07:00
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Wright, Vivieca (Simpson) </0=VA/OU=VA
MARTINSBURG/CN=RECIPIENTS/CN=VHACOWRIGHV1>

Blackburn, Scott R. </0O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacoblacks1>

Subject:|FW: Look forward to meeting on OVE
Date:|2017/03/03 11:29:49
Priority:|Normal
Type:|Note

From:

To:

OEI - not sure she is a fit for this?

From: Davis, Lynda

Sent: Friday, March 03, 2017 7:13 AM

To: Shulkin, David 1., MD

Cc: Wright, Vivieca (Simpson); Lukach, Michael A.; Leinenkugel, Jake; Blackburn, Scott R.
Subject: Look forward to meeting on OVE

Mr Secretary,

Since we last spoke I have worked to complete your requests: 1) a reorganization option for the consolidation of OVE and
OEI (I have 3 versions that save staff, resources and increase value to the agencies and the department); and 2) plans
for communication with PVA and Mr. Krause (I have these with recommendations for data capture, analysis and
utilization by cognizant agencies with the enthusiastic participation of Sherman and Ben).

These latter can be used as a model for Veteran Experience capture internally (e.g. to analyze VHA data on veterans at
risk for suicide and to inform nursing services for SCI) and externally (e.g. to capture the experience of the Veteran
caregiver through VISNs with the support of CVEBs and focus groups with constituent groups like the 900+ ALA units).

I look forward to briefing you on these as scheduled on Monday at 1:30pm.

I also look forward to discussing with you personally, at the direction of OPP, my future appointment options at VA. This
is especially important to me given my life's dedication to devotedly and effectively serving veterans and their families,
my very visible role in the MSO/VSO community, and my participation as the co-lead of the 2012 VA transition team and
on the 2016 VA transition team since last August.

I have heard about several roles that you might want me to fill (or not) and I would appreciate receiving direct guidance
from you before I take further action.

With appreciation, respect and gratitude for the opportunity to have been of service, Lynda

Sent with Good (www.good.com)
Lynda C. Davis, Ph.D.
Senior Advisor to the Secretary

Wright, Vivieca (Simpson) </0O=VA/OU=VA
MARTINSBURG/CN=RECIPIENTS/CN=VHACOWRIGHV1>

Blackburn, Scott R. </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacoblacks1>

Sent Date:|2017/03/03 11:29:48
Delivered Date:|2017/03/03 11:29:49

Sender:

Recipient:
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Thomas, Rob C. II </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=ROB.THOMAS2 >

Blackburn, Scott R. </0O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacoblacks1>

Subject:|RE: Plea! VAR
Date:|2017/06/04 23:08:39
Priority:|Normal

Type:|Note

From:

To:

Agree. Poonam and I have been caucusing on DSLogin for the past few weeks. It has not happened as fast as I would
have liked. Charles asked if DSE could help and I asked him if they could create Vets.gov login that Marina and I worked.
He agreed so I am confident. We are over 1500 users.

Warm Regards, Rob

ROB C. THOMAS II

Acting Assistant Secretary &

Chief Information Officer

Department of Veterans Affairs
b)(6)

From:  Blackburn, Scott R.

Sent: Sunday, June 04, 2017 10:59 PM Eastern Standard Time

To: Constantian, Alan; Frisbee, Kathleen L.; Worthington, Charles; Lieberman, Steven

Cc:  Alaigh, Poonam, M.D.; Thomas, Rob C. II; Davis, Lynda; Mulligan, Ricci; Taylor, Martin A.; Leinenkugel, Jake
Subject: Plea! VAR

VAR works!!! It is great. However the front end is so incredibly NOT user friendly. That will be its downfall if we don't fix
it soon.

Why I'm writing now...

I just refilled a prescription on Vets.gov. Super easy. Took a minute. I knew it was secure too (I actually like the text
verification for LOA3). Did it during a commercial break while watching the NBA Finals.

Then thought, heck I'll try to schedule an appointment on VAR. Painful. Had to switch passwords on the ridiculous
DSLogin. The irony isn't lost on my that our mobile "app" is neither mobile nor an app. Finally did it. Put in preferred date.
It gave me a bunch of options. I picked one that worked for me. It asked me if I wanted an email reminder (for which I
had to input an email address which I obviously shouldn't have to do). It also showed that I have an appointment in
September already scheduled.

VAR works and it is actually quite good. I know you guys have told me there are some issues on the backend but I'm not
seeing them (backend is perfect from what I can tell). However getting into VAR on the login and the fact that it is
separate is what spoils the experience. If you integrated this to vets.gov it would solve these problems. It would also take
away the "home grown typical VA" stigma that you will hear from the "Faster Care" folks that will want to spend millions
on a redundant solution.

If you do this you will go from hundreds a month to thousands and thousands a month. Especially when we start
marketing vets.gov in a few months.

Sent with Good (www.good.com)

Thomas, Rob C. IT </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=ROB.THOMAS2 >

Blackburn, Scott R. </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacoblacks1>

Sent Date:|2017/06/04 23:08:38
Delivered Date:|2017/06/04 23:08:39

Sender:

Recipient:
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From:|Coy, Curtis, VBAVACO </O=VA/OU=VBA PHILADELPHIA/CN=RECIPIENTS/CN=DUSCOYCU>

Shulkin, David J., MD </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacoshulkd>

Blackburn, Scott R. </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacoblacks1>;

Prince-Wheeler, Latriece R. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=be220108b33347118e0116b2d1522b77-Prince-
Whee>;

Cloud, Rosye B., VBAVACO </O=VA/OU=VBA Philadelphia/cn=Recipients/cn=VBACOCLOUDR>

Subject: |Just off the phone with Ike Perlmutter
Date:|2017/05/30 12:49:24

Priority: Normal
Type:|Note

To:

CC:

Mr. Secretary,

Just had a good call with |ke — he asked me to send you a quick note to
ensure we are all on the same page. | suggested that an email be sent
immediately to all of those CEQ’s on our list telling them the White

House event has been moved from June 2™ to June 20", He wanted
me to check w/you to ensure that was ok.

He indicated the White House point of contact for this event will be him
and Mark Sherman. He will connect me with him asap.

He asked me to also include a piece in the email to the CEQ’s asking
that should they or when they make a Veteran hiring commitment —
that they make the commitment for a specific timeframe of 1 — 2 years.

He mentioned that perhaps we should also include VA vendors in this
initiative and | indicated to him that we should consider that carefully
as it may not be a good idea to connect VA contractual relationships
with the Secretary’s/POTUS’ Veteran hiring commitments — | will
however follow up with Greg Giddens.
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He asked me if | had a direct connection with you and could | call or see
you on a moment’s notice or as necessary — | talked around that issue.

He was incredibly complementary of you....I told him | thought the
Secretary was ‘the real deal’.

Finally, he said he would be calling you soon.
V/R

Curt

Curtis L. Coy

Deputy Under Secretary for Economic Opportunity
Veterans Benefits Administration

U.S. Department of Veterans Affairs

1800 G Street, NW, Suite 510 - Mail Stop 20E
Washington, DC 20420

(0)(6)

VA Core Values: Integrity, Commitment, Advocacy, Respect, Excellence (“I CARE”)

For appointments or scheduling, please contact my office @ OEO.VBACO@va.qgov or 202 443-6080

CONFIDENTIALITY NOTICE: This e-mail is intended only for the person or entity to which it is addressed, and may
contain information that is privileged, confidential, or otherwise protected from disclosure. Dissemination, distribution, or
copying of this e-mail or the information herein by anyone other than the intended recipient or for official internal VA
business is prohibited. If you have received this e-mail in error, please notify the sender by reply e-mail, and destroy the original message and
all copies.

Sender: | Coy, Curtis, VBAVACO </0=VA/OU=VBA PHILADELPHIA/CN=RECIPIENTS/CN=DUSCOYCU>

Shulkin, David J., MD </O=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacoshulkd>;

Blackburn, Scott R. </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
Recipient:|(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacoblacksl>;

Prince-Wheeler, Latriece R. </o=ExchangelLabs/ou=Exchange Administrative Group
(FYDIBOHF23SPDLT)/cn=Recipients/cn=be220108b33347118e0116b2d1522b77-Prince-Whee>;
Cloud, Rosye B., VBAVACO </0=VA/OU=VBA Philadelphia/cn=Recipients/cn=VBACOCLOUDR>

Sent Date:|2017/05/30 12:49:22

Delivered Date:|2017/05/30 12:49:24
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From:|Prince-Wheeler, Latriece R. </0O=VA/OU=VISN 10/CN=RECIPIENTS/CN=VHACLEPRINCL>

Coy, Curtis, VBAVACO </0=VA/OU=VBA Philadelphia/cn=Recipients/cn=DUSCOYCU>;
To:|Blackburn, Scott R. </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacoblacksl>

Cloud, Rosye B., VBAVACO </O=VA/OU=VBA Philadelphia/cn=Recipients/cn=VBACOCLOUDR>;
Wright, Vivieca (Simpson) </0=VA/OU=VA Martinsburg/cn=Recipients/cn=vhacowrighvl>

Subject: |RE: Just off the phone with Ike Perimutter
Date:|2017/05/30 14:17:54

Priority: Normal
Type: | Note

CC:

Hi Curt, the WH just asked me if we had sent out any invitations about 6/2. | said no. Didn’t know we
had done so. If you could say that it was postponed that would be great. Would you be able to share
what invitation went out?

From: Coy, Curtis, VBAVACO

Sent: Tuesday, May 30, 2017 2:11 PM

To: Blackburn, Scott R.

Cc: Prince-Wheeler, Latriece R.; Cloud, Rosye B., VBAVACO
Subject: RE: Just off the phone with Ike Perimutter

For everyone’s situational awareness....

Over the weekend | got a note from the Secretary introducing me to lke, | then got an email
from lke asking for when would bea good time to talk on Tuesday --- we agreed on 1200

One of the first things he asked me was did everyone know the event was changed from the
2Md to the 20™....1 indicated to him that it was my understanding that the WH was taking that
on. He indicated that he knew several of the CEQ’s and some were still under the impression it

was still the 2"9. | indicated to him that the email addresses were in the attachments | sent him
as read aheads..... he did not know who in the WH was responsible for the invites. | told him
that our WH connection was Latriece but did not know who in the WH was responsible.

He indicated he was now the guy along with Mark Sherman....and perhaps to ensure the info
gotout right away, that | send an email out indicated the event was changed from the 2" to

the 20",

While | was writing the note below, | got a note from the Secretary indicated he talked with lke
and that the WH was notifying the CEQ’s.

Just wanted everyone to know I’'m not wanting or trying to get out of my lane....| have not
connected w/any of the CEO’s.
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Curt

Curtis L. Coy

Deputy Under Secretary for Economic Opportunity

Veterans Benefits Administration

U.S. Department of Veterans Affairs

1800 G Street, NW, Suite 510 - Mail Stop 20E

Washington, DC 20420

202/443-6080

curtis.coy@va.gov

VA Core Values: Integrity, Commitment, Advocacy, Respect, Excellence (“lI CARE")

For appointments or scheduling, please contact my office @ OEO.VBACO@va.gov or 202 443-6080

- CONFIDENTIALITY NOTICE: This e-mail is intended only for the person or entity to which it is addressed, and may
contain information that is privileged, confidential, or otherwise protected from disclosure. Dissemination, distribution,
or copying of this e-mail or the information herein by anyone other than the intended recipient or for official internal
VA business is prohibited. If you have received this e-mail in error, please notify the sender by reply e-mail, and destroy
the original message and all copies.

From: Coy, Curtis, VBAVACO

Sent: Tuesday, May 30, 2017 12:49 PM

To: Shulkin, David J., MD

Cc: Blackburn, Scott R.; Prince-Wheeler, Latriece R.; Cloud, Rosye B., VBAVACO
Subject: Just off the phone with Ike Perlmutter

Mr. Secretary,

Just had a good call with Ike — he asked me to send you a quick note to
ensure we are all on the same page. | suggested that an email be sent
immediately to all of those CEQ’s on our list telling them the White

House event has been moved from June 2™ to June 20", He wanted
me to check w/you to ensure that was ok.

He indicated the White House point of contact for this event will be him
and Mark Sherman. He will connect me with him asap.

He asked me to also include a piece in the email to the CEQ’s asking
that should they or when they make a Veteran hiring commitment —
that they make the commitment for a specific timeframe of 1 — 2 years.
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He mentioned that perhaps we should also include VA vendors in this
initiative and | indicated to him that we should consider that carefully
as it may not be a good idea to connect VA contractual relationships
with the Secretary’s/POTUS’ Veteran hiring commitments — | will
however follow up with Greg Giddens.

He asked me if | had a direct connection with you and could | call or see
you on @ moment’s notice or as necessary — | talked around that issue.

He was incredibly complementary of you....I told him | thought the
Secretary was ‘the real deal’.

Finally, he said he would be calling you soon.
V/R

Curt

Curtis L. Coy

Deputy Under Secretary for Economic Opportunity
Veterans Benefits Administration

U.S. Department of Veterans Affairs

1800 G Street, NW, Suite 510 - Mail Stop 20E
Washington, DC 20420

(0)(6)

VA Core Values: Integrity, Commitment, Advocacy, Respect, Excellence (“I CARE”)

For appointments or scheduling, please contact my office @ OEO.VBACO@va.qov or 202 443-6080

- CONFIDENTIALITY NOTICE: This e-mail is intended only for the person or entity to which it is addressed, and may
contain information that is privileged, confidential, or otherwise protected from disclosure. Dissemination, distribution,
or copying of this e-mail or the information herein by anyone other than the intended recipient or for official internal
VA business is prohibited. If you have received this e-mail in error, please notify the sender by reply e-mail, and destroy
the original message and all copies.

Sender: | Prince-Wheeler, Latriece R. </O=VA/OU=VISN 10/CN=RECIPIENTS/CN=VHACLEPRINCL>

Coy, Curtis, VBAVACO </0O=VA/OU=VBA Philadelphia/cn=Recipients/cn=DUSCOYCU>;
Blackburn, Scott R. </0=VA/OU=EXCHANGE ADMINISTRATIVE GROUP
Recipient:|(FYDIBOHF23SPDLT)/CN=RECIPIENTS/CN=Vacoblacksl>;

Cloud, Rosye B., VBAVACO </0=VA/OU=VBA Philadelphia/cn=Recipients/cn=VBACOCLOUDR>;
Wright, Vivieca (Simpson) </0=VA/OU=VA Martinsburg/cn=Recipients/cn=vhacowrighvl>

Sent Date:|2017/05/30 14:17:53
Delivered Date:|2017/05/30 14:17:54
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