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Impeachment inquiry, Warren-Biden match-
up highlight U.S. Democratic debate
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WESTERVILLE, Ohio (Reuters) - Twelve top White House 
contenders will take part on Tuesday in the first Democrat-
ic debate since the launch of an impeachment inquiry into 
Republican President Donald Trump’s efforts to pressure 
Ukraine to investigate leading rival Joe Biden.
The 12 candidates’ podiums stand ready before the fourth 
U.S. Democratic presidential candidates 2020 election debate 
at Otterbein University in Westerville, Ohio U.S. October 15, 
2019. REUTERS/Jim Bourg
The fourth debate in the race to find a challenger to Trump 
in the November 2020 election will also match Biden and 
U.S. Senator Elizabeth Warren for the first time since War-
ren surged into a virtual tie with the former vice president in 
many Democratic opinion polls.
The debate marks the return of U.S. Senator Bernie Sanders, 
78, the oldest candidate in the field, who suffered a heart 
attack two weeks ago and has been recuperating at home in 
Vermont since having stents inserted to open a blocked artery.
The dozen candidates cramming the debate stage in the 
electoral battleground state of Ohio will make for the most 
crowded debate so far in the Democratic race.
The 10 candidates who took part in last month’s third debate 
in Texas all qualified for Tuesday’s event, along with U.S. 
Representative Tulsi Gabbard and Tom Steyer, a billionaire 
activist who is making his first debate appearance.

The packed stage and tangle of competing story lines could 
create a contentious atmosphere, and the Democratic-led con-
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gressional impeachment inquiry is likely to be a frequent 
theme.
The impeachment probe focuses on Trump’s efforts to 
pressure Ukraine to investigate his unsubstantiated alle-
gation that Biden improperly tried to aid his son Hunter’s 
business interests in Ukraine. Trump has repeatedly tried 
to turn the focus on Biden with vociferous attacks on his 
integrity.

Every Democratic candidate has voiced support for the 
impeachment inquiry. The debate will be Biden’s first 
chance to fire back at Trump before a national audience.

It also will give Biden’s rivals a chance to offer their 
support - or not. They will be closely watched to see how 
they talk about the issue and whether any of them use it 
as an opportunity to attack Biden.

WARREN A TARGET?
Biden has seen his once solid lead in opinion polls in the 
Democratic race diminished by Warren, a leader of the 
party’s progressive movement, who has steadily risen 
over the past two months.

The two candidates have mostly refrained from directly 
attacking each other. But Warren’s gains could make her 
more of a target this time, particularly for other contend-
ers who are running out of time to make an impression.

“Warren tends to recede with so many people on the stage 
and that has been working for her,” said Alan Schroeder, 
a professor emeritus and debate expert at Northeastern 
University in Boston. “But the other candidates will have 
an incentive to try to halt her rise this time.”

Biden recently took a swipe at Warren’s extensive “I 
have a plan for that” campaign promises, telling a New 
Hampshire crowd last week: “That’s not enough. It 
takes proven ability to get things done. We’re not 
electing a planner.”

Even Sanders, Warren’s friend and progressive ally who 
has dropped into third place in the polls, signaled he was 
willing to draw at least some policy distinctions with her.

“Elizabeth I think, as you know, has said that she is a cap-
italist through her bones. I’m not,” Sanders, who describes 
himself as a democratic socialist, said on ABC’s “This 
Week” program on Sunday.

Sanders will be watched closely in the debate for signs of 
fatigue or weakness after his heart attack, which highlight-
ed his age and that of the other top White House contend-
ers - Biden is 76 and Warren is 70, while Trump is 73 - in 
a race featuring a debate about a generational change in 
leadership.
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WORLD NEWS

(Reuters) - A Texas woman was shot dead by a Fort Worth 
police officer in her home after she heard noises outside, 
picked up a handgun and pointed it at a window, the officer’s 
arrest warrant showed on Tuesday.
Atatiana Jefferson, 28, was playing video games with her 
8-year-old nephew around 2:30 am on Saturday when she 
heard sounds in her backyard, according to the warrant for 
former Fort Worth Police Officer Aaron Dean’s arrest for 
alleged murder.
The noises were Dean, 34, and his partner creeping around 
the back of her home, without announcing their presence, 
after they were called to investigate why her front door was 
open.

Dean resigned on Monday before he could be fired for 
breaching a string of police policies by shooting Jefferson 
dead with a single shot through a bedroom window, accord-
ing to Fort Worth Police Chief Ed Kraus.

Jefferson’s death brought outraged calls for an overhaul of the 
Fort Worth Police Department, whose officers have shot dead 
seven people in under six months, according to the family’s 
lawyer Lee Merritt.

“She heard noises coming from outside, and she took her 
handgun from her purse,” the warrant said Jefferson’s nephew 
Zion told police.

“Jefferson raised her handgun, pointed it toward the window, 
then Jefferson was shot and fell to the ground,” the warrant 
recounted the nephew as telling police, adding that his aunt 
yelled out in pain.

Dean’s partner, identified as Officer L. Darch, said Dean 
shined his flashlight into the bedroom and she could see 
Jefferson’s face when he shot her.

Kraus said there was “absolutely no excuse” for Jefferson’s 
death, which he said had “eroded the trust we have built with 

Texas woman killed by officer picked 
up gun after hearing noises

FILE PHOTO: Fort 
Worth Police De-
partment officer Aar-
on York Dean is seen 
in a booking photo at 
the Tarrant County 
Jail in Fort Worth, 
Texas, U.S. October 
14, 2019. Tarrant 
County Jail/Handout 
via REUTERS.

the community.”

“It makes sense she would have a gun if she felt 
threatened or if there was someone in the backyard,” 
Kraus said, ending a press conference after eight 
minutes as he grew emotional talking about the 
impact the killing has had on police morale.

FILE PHOTO: Fort Worth Police Department 
officer Aaron York Dean is seen in a booking photo 
at the Tarrant County Jail in Fort Worth, Texas, U.S. 
October 14, 2019. Tarrant County Jail/Handout via 
REUTERS.
Fort Worth has called on independent experts to 
evaluate the police department after the shooting.

Jefferson was killed the same month another white 
former Texas police officer, Amber Guyger, was 
convicted of murdering Botham Jean, a black man, 

as he sat in his home eating ice cream.

Jefferson’s family called for the swift prosecution of Dean, 
who was arrested on Monday and posted $200,000 bail over-
night.

“#AtatianaJefferson deserved to live in a world where she was 
safe from brutality playing video games in her home with her 
nephew,” Merritt tweeted.
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WESTERVILLE, Ohio (Reuters) - Twelve top White House 
contenders will take part on Tuesday in the first Democrat-
ic debate since the launch of an impeachment inquiry into 
Republican President Donald Trump’s efforts to pressure 
Ukraine to investigate leading rival Joe Biden.
The 12 candidates’ podiums stand ready before the fourth 
U.S. Democratic presidential candidates 2020 election debate 
at Otterbein University in Westerville, Ohio U.S. October 15, 
2019. REUTERS/Jim Bourg
The fourth debate in the race to find a challenger to Trump 
in the November 2020 election will also match Biden and 
U.S. Senator Elizabeth Warren for the first time since War-
ren surged into a virtual tie with the former vice president in 
many Democratic opinion polls.
The debate marks the return of U.S. Senator Bernie Sanders, 
78, the oldest candidate in the field, who suffered a heart 
attack two weeks ago and has been recuperating at home in 
Vermont since having stents inserted to open a blocked artery.
The dozen candidates cramming the debate stage in the 
electoral battleground state of Ohio will make for the most 
crowded debate so far in the Democratic race.
The 10 candidates who took part in last month’s third debate 
in Texas all qualified for Tuesday’s event, along with U.S. 
Representative Tulsi Gabbard and Tom Steyer, a billionaire 
activist who is making his first debate appearance.

The packed stage and tangle of competing story lines could 
create a contentious atmosphere, and the Democratic-led con-
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gressional impeachment inquiry is likely to be a frequent 
theme.
The impeachment probe focuses on Trump’s efforts to 
pressure Ukraine to investigate his unsubstantiated alle-
gation that Biden improperly tried to aid his son Hunter’s 
business interests in Ukraine. Trump has repeatedly tried 
to turn the focus on Biden with vociferous attacks on his 
integrity.

Every Democratic candidate has voiced support for the 
impeachment inquiry. The debate will be Biden’s first 
chance to fire back at Trump before a national audience.

It also will give Biden’s rivals a chance to offer their 
support - or not. They will be closely watched to see how 
they talk about the issue and whether any of them use it 
as an opportunity to attack Biden.

WARREN A TARGET?
Biden has seen his once solid lead in opinion polls in the 
Democratic race diminished by Warren, a leader of the 
party’s progressive movement, who has steadily risen 
over the past two months.

The two candidates have mostly refrained from directly 
attacking each other. But Warren’s gains could make her 
more of a target this time, particularly for other contend-
ers who are running out of time to make an impression.

“Warren tends to recede with so many people on the stage 
and that has been working for her,” said Alan Schroeder, 
a professor emeritus and debate expert at Northeastern 
University in Boston. “But the other candidates will have 
an incentive to try to halt her rise this time.”

Biden recently took a swipe at Warren’s extensive “I 
have a plan for that” campaign promises, telling a New 
Hampshire crowd last week: “That’s not enough. It 
takes proven ability to get things done. We’re not 
electing a planner.”

Even Sanders, Warren’s friend and progressive ally who 
has dropped into third place in the polls, signaled he was 
willing to draw at least some policy distinctions with her.

“Elizabeth I think, as you know, has said that she is a cap-
italist through her bones. I’m not,” Sanders, who describes 
himself as a democratic socialist, said on ABC’s “This 
Week” program on Sunday.

Sanders will be watched closely in the debate for signs of 
fatigue or weakness after his heart attack, which highlight-
ed his age and that of the other top White House contend-
ers - Biden is 76 and Warren is 70, while Trump is 73 - in 
a race featuring a debate about a generational change in 
leadership.
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Since its inception in 1930, the Veterans 
Affairs Department has delivered health 
care and other services to tens of millions 
of veterans and their loved ones, caring 
for those who have “borne the battle”in 
defense of the nation.
Yet in its storied history, VA has never 
emphasized customer experience like it 
has in recent years, building on the in-
stantiation of a Veteran Experience wing 
at the close of the Obama administration 
to—as of mid-May—literally codifying 
veterans experience principles into VA’s 
core values.
In an interview May 21 with Nextgov, 
Dr. Lynda Davis, chief veterans expe-
rience officer at VA, described the rule 
as a watershed moment across the gov-
ernment, noting it was perhaps the first 
time a federal agency essentially baked 
customer experience into its mission.
“In order to keep the secretary’s com-

mitment to customer service, we had to 
hardwire this customer service culture 
into everything we are doing,” Davis 
said. “That means permanently that VA 
will be considering customer service as 
foundational to its operations and poli-
cy.”
Policy doctrines and rules are mere 
words, but VA has spent the better part 
of four years implementing a wide range 

of changes designed in direct response to 
veteran feedback. Davis said the agency 
created a human-centered design analy-
sis of the “moments that matter” to tens 
of thousands of veterans across their dis-
tinct healthcare journeys, locating areas 
where VA performed well along with 
pain points for veterans.
Perhaps counterintuitively, some of VA’s 
large-scale changes were in response to 
seemingly minor problems encountered 
by vets. For example, the VA has part-
nered with outside veteran organiza-
tions to provide volunteer personnel at 
the more than 100 VA medical centers 
across the country. Called the Red Coat 
Ambassador Program, volunteers wear-
ing easy-to-see red coats will be the first 
people many veterans see upon entering 
VA facilities, and they “are there, ready 
to engage as non-employee companions 
to help make sure someone coming into 
a hospital knows how to find their way 
around,” Davis said. The program was a 
result of analysis data suggesting some 
veterans often think VA medical centers 
can be confusing, daunting or stressful 
places to visit.

The navigation guide is a physical em-
bodiment of VA’s digital navigation im-
provements, which included the relaunch 
of va.gov in November. The website is 
a single point portal for every veteran 
service. In a similar effort, VA created 
the White House VA Hotline in June 
2017 to connect veterans with customer 
service agents 24 hours a day, 365 days 
a year. As of May 14, agents answered 
more than 250,000 calls from the hotline, 
which Davis said will serve a model for 
call centers moving forward.

“It gets back to ease of navigation,” Da-
vis said. Whether it’s through websites, 
contact centers or physically literally 
walking into the building.”
VA has also provided “Own the Moment” 
training to more than 50,000 frontline 
Veterans Health Administration employ-
ees covering effectiveness, ease and in-
voking positive emotion. Davis said the 
training borrowed from best practices in 
business, industry and health care, cul-
minating in an actual curriculum.

“What we do in Our the Moment train-
ing is make sure every single person is 
trained in how to do customer service, 
and then with the call center or website, 
make sure they know how to help vets 
get additional access to info and ser-
vices,” Davis said.
VA is also improving the way it solicits 
feedback from veterans, allowing re-
al-time responses from veterans through 
its Signals program. Any vet who uses 
VHA outpatient services is given the op-
tion to sign up for receiving a voluntary 
survey through email. That feedback is 
then shared with relevant parties, such as 
hospital directors, “so we know how vet-
erans feel in near real-time,” Davis said.
So far, VA has received more than 3 mil-
lion feedback responses through Signals, 

allowing the department new dimensions 
of qualitative and quantitative sentiment 
data. And those taking the surveys have 
reported elevated levels of trust, Davis 
said—up to 88 percent—or four times 
higher than the public’s overall trust in 
government.

 Meanwhile, Davis—who reports direct-
ly to VA Secretary Robert Wilkie—has 
maintained a modest staff size of approx-
imately 120 employees, wide-ranging in 
expertise and focusing on everything 
from data analytics to community-based 
support. VA is also a close White House 
partner, where it is a leading agency for 
contact center modernization. While VA 
is happy to partner with outside orga-
nizations and employs numerous con-
tractors, especially in technology, the 
brunt of the customer experience culture 
change is happening with VA employees 
at the helm.
“We start with, ‘What does the customer 
want,’ and we design what the custom-
er wants and the behaviors we have to 
have,” Davis said. “Then we design 
training and curriculums around the 
employees themselves. The ‘train your 
trainer’ model cannot be sustained if 
you’re only using outside contractors, 
and we believe it is best to have employ-
ees develop content, own it, agree with it 
and buy into it.” (Courtesy https://www.
nextgov.com )

Compiled And Edited By John T. Robbins, Southern Daily Editor

The Veterans Affairs Department
Is ‘Hardwiring’ Customer Service 

Into Every Service It Provides

Overview

The VA Is On A Mission To
Improve The Veteran Experience 
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WESTERVILLE, Ohio (Reuters) - Twelve top White House 
contenders will take part on Tuesday in the first Democrat-
ic debate since the launch of an impeachment inquiry into 
Republican President Donald Trump’s efforts to pressure 
Ukraine to investigate leading rival Joe Biden.
The 12 candidates’ podiums stand ready before the fourth 
U.S. Democratic presidential candidates 2020 election debate 
at Otterbein University in Westerville, Ohio U.S. October 15, 
2019. REUTERS/Jim Bourg
The fourth debate in the race to find a challenger to Trump 
in the November 2020 election will also match Biden and 
U.S. Senator Elizabeth Warren for the first time since War-
ren surged into a virtual tie with the former vice president in 
many Democratic opinion polls.
The debate marks the return of U.S. Senator Bernie Sanders, 
78, the oldest candidate in the field, who suffered a heart 
attack two weeks ago and has been recuperating at home in 
Vermont since having stents inserted to open a blocked artery.
The dozen candidates cramming the debate stage in the 
electoral battleground state of Ohio will make for the most 
crowded debate so far in the Democratic race.
The 10 candidates who took part in last month’s third debate 
in Texas all qualified for Tuesday’s event, along with U.S. 
Representative Tulsi Gabbard and Tom Steyer, a billionaire 
activist who is making his first debate appearance.

The packed stage and tangle of competing story lines could 
create a contentious atmosphere, and the Democratic-led con-
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gressional impeachment inquiry is likely to be a frequent 
theme.
The impeachment probe focuses on Trump’s efforts to 
pressure Ukraine to investigate his unsubstantiated alle-
gation that Biden improperly tried to aid his son Hunter’s 
business interests in Ukraine. Trump has repeatedly tried 
to turn the focus on Biden with vociferous attacks on his 
integrity.

Every Democratic candidate has voiced support for the 
impeachment inquiry. The debate will be Biden’s first 
chance to fire back at Trump before a national audience.

It also will give Biden’s rivals a chance to offer their 
support - or not. They will be closely watched to see how 
they talk about the issue and whether any of them use it 
as an opportunity to attack Biden.

WARREN A TARGET?
Biden has seen his once solid lead in opinion polls in the 
Democratic race diminished by Warren, a leader of the 
party’s progressive movement, who has steadily risen 
over the past two months.

The two candidates have mostly refrained from directly 
attacking each other. But Warren’s gains could make her 
more of a target this time, particularly for other contend-
ers who are running out of time to make an impression.

“Warren tends to recede with so many people on the stage 
and that has been working for her,” said Alan Schroeder, 
a professor emeritus and debate expert at Northeastern 
University in Boston. “But the other candidates will have 
an incentive to try to halt her rise this time.”

Biden recently took a swipe at Warren’s extensive “I 
have a plan for that” campaign promises, telling a New 
Hampshire crowd last week: “That’s not enough. It 
takes proven ability to get things done. We’re not 
electing a planner.”

Even Sanders, Warren’s friend and progressive ally who 
has dropped into third place in the polls, signaled he was 
willing to draw at least some policy distinctions with her.

“Elizabeth I think, as you know, has said that she is a cap-
italist through her bones. I’m not,” Sanders, who describes 
himself as a democratic socialist, said on ABC’s “This 
Week” program on Sunday.

Sanders will be watched closely in the debate for signs of 
fatigue or weakness after his heart attack, which highlight-
ed his age and that of the other top White House contend-
ers - Biden is 76 and Warren is 70, while Trump is 73 - in 
a race featuring a debate about a generational change in 
leadership.
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WORLD NEWS

(Reuters) - A Texas woman was shot dead by a Fort Worth 
police officer in her home after she heard noises outside, 
picked up a handgun and pointed it at a window, the officer’s 
arrest warrant showed on Tuesday.
Atatiana Jefferson, 28, was playing video games with her 
8-year-old nephew around 2:30 am on Saturday when she 
heard sounds in her backyard, according to the warrant for 
former Fort Worth Police Officer Aaron Dean’s arrest for 
alleged murder.
The noises were Dean, 34, and his partner creeping around 
the back of her home, without announcing their presence, 
after they were called to investigate why her front door was 
open.

Dean resigned on Monday before he could be fired for 
breaching a string of police policies by shooting Jefferson 
dead with a single shot through a bedroom window, accord-
ing to Fort Worth Police Chief Ed Kraus.

Jefferson’s death brought outraged calls for an overhaul of the 
Fort Worth Police Department, whose officers have shot dead 
seven people in under six months, according to the family’s 
lawyer Lee Merritt.

“She heard noises coming from outside, and she took her 
handgun from her purse,” the warrant said Jefferson’s nephew 
Zion told police.

“Jefferson raised her handgun, pointed it toward the window, 
then Jefferson was shot and fell to the ground,” the warrant 
recounted the nephew as telling police, adding that his aunt 
yelled out in pain.

Dean’s partner, identified as Officer L. Darch, said Dean 
shined his flashlight into the bedroom and she could see 
Jefferson’s face when he shot her.

Kraus said there was “absolutely no excuse” for Jefferson’s 
death, which he said had “eroded the trust we have built with 

Texas woman killed by officer picked 
up gun after hearing noises

FILE PHOTO: Fort 
Worth Police De-
partment officer Aar-
on York Dean is seen 
in a booking photo at 
the Tarrant County 
Jail in Fort Worth, 
Texas, U.S. October 
14, 2019. Tarrant 
County Jail/Handout 
via REUTERS.

the community.”

“It makes sense she would have a gun if she felt 
threatened or if there was someone in the backyard,” 
Kraus said, ending a press conference after eight 
minutes as he grew emotional talking about the 
impact the killing has had on police morale.

FILE PHOTO: Fort Worth Police Department 
officer Aaron York Dean is seen in a booking photo 
at the Tarrant County Jail in Fort Worth, Texas, U.S. 
October 14, 2019. Tarrant County Jail/Handout via 
REUTERS.
Fort Worth has called on independent experts to 
evaluate the police department after the shooting.

Jefferson was killed the same month another white 
former Texas police officer, Amber Guyger, was 
convicted of murdering Botham Jean, a black man, 

as he sat in his home eating ice cream.

Jefferson’s family called for the swift prosecution of Dean, 
who was arrested on Monday and posted $200,000 bail over-
night.

“#AtatianaJefferson deserved to live in a world where she was 
safe from brutality playing video games in her home with her 
nephew,” Merritt tweeted.



Destroyed houses are seen, in the aftermath of Typhoon Hagibis, in Koriyama

Scotland’s First Minister Nicola Sturgeon reacts with the delegates following her speech at 
the SNP autumn conference in Aberdeen, Scotland

Officers carry a coffin of Alexei Leonov, the first man to conduct a space walk in 1965, during 
his funeral in Mytishchi, outside Moscow
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A model presents a creation from Fabiana Milazzo during Sao Paulo Fashion Week, in Sao Paulo

Aircrafts leave trails in colours of Russian flag during a visit of Russian President Vladi-
mir Putin in Abu Dhabi

NDP leader Jagmeet Singh makes an election campaign stop in Toronto

An indigenous woman walks in front of a wall covered with electoral propaganda, in El Alto

A woman talks on a mobile phone near packed items, in the aftermath of Typhoon Hagibis, in Koriyama
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Impeachment inquiry, Warren-Biden match-
up highlight U.S. Democratic debate
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WESTERVILLE, Ohio (Reuters) - Twelve top White House 
contenders will take part on Tuesday in the first Democrat-
ic debate since the launch of an impeachment inquiry into 
Republican President Donald Trump’s efforts to pressure 
Ukraine to investigate leading rival Joe Biden.
The 12 candidates’ podiums stand ready before the fourth 
U.S. Democratic presidential candidates 2020 election debate 
at Otterbein University in Westerville, Ohio U.S. October 15, 
2019. REUTERS/Jim Bourg
The fourth debate in the race to find a challenger to Trump 
in the November 2020 election will also match Biden and 
U.S. Senator Elizabeth Warren for the first time since War-
ren surged into a virtual tie with the former vice president in 
many Democratic opinion polls.
The debate marks the return of U.S. Senator Bernie Sanders, 
78, the oldest candidate in the field, who suffered a heart 
attack two weeks ago and has been recuperating at home in 
Vermont since having stents inserted to open a blocked artery.
The dozen candidates cramming the debate stage in the 
electoral battleground state of Ohio will make for the most 
crowded debate so far in the Democratic race.
The 10 candidates who took part in last month’s third debate 
in Texas all qualified for Tuesday’s event, along with U.S. 
Representative Tulsi Gabbard and Tom Steyer, a billionaire 
activist who is making his first debate appearance.

The packed stage and tangle of competing story lines could 
create a contentious atmosphere, and the Democratic-led con-

Inside C2

The 12 candidates’ podi-
ums stand ready before the 
fourth U.S. Democratic 
presidential candidates 
2020 election debate at 
Otterbein University in 
Westerville, Ohio U.S. Oc-
tober 15, 2019. REUTERS/
Jim Bourg

gressional impeachment inquiry is likely to be a frequent 
theme.
The impeachment probe focuses on Trump’s efforts to 
pressure Ukraine to investigate his unsubstantiated alle-
gation that Biden improperly tried to aid his son Hunter’s 
business interests in Ukraine. Trump has repeatedly tried 
to turn the focus on Biden with vociferous attacks on his 
integrity.

Every Democratic candidate has voiced support for the 
impeachment inquiry. The debate will be Biden’s first 
chance to fire back at Trump before a national audience.

It also will give Biden’s rivals a chance to offer their 
support - or not. They will be closely watched to see how 
they talk about the issue and whether any of them use it 
as an opportunity to attack Biden.

WARREN A TARGET?
Biden has seen his once solid lead in opinion polls in the 
Democratic race diminished by Warren, a leader of the 
party’s progressive movement, who has steadily risen 
over the past two months.

The two candidates have mostly refrained from directly 
attacking each other. But Warren’s gains could make her 
more of a target this time, particularly for other contend-
ers who are running out of time to make an impression.

“Warren tends to recede with so many people on the stage 
and that has been working for her,” said Alan Schroeder, 
a professor emeritus and debate expert at Northeastern 
University in Boston. “But the other candidates will have 
an incentive to try to halt her rise this time.”

Biden recently took a swipe at Warren’s extensive “I 
have a plan for that” campaign promises, telling a New 
Hampshire crowd last week: “That’s not enough. It 
takes proven ability to get things done. We’re not 
electing a planner.”

Even Sanders, Warren’s friend and progressive ally who 
has dropped into third place in the polls, signaled he was 
willing to draw at least some policy distinctions with her.

“Elizabeth I think, as you know, has said that she is a cap-
italist through her bones. I’m not,” Sanders, who describes 
himself as a democratic socialist, said on ABC’s “This 
Week” program on Sunday.

Sanders will be watched closely in the debate for signs of 
fatigue or weakness after his heart attack, which highlight-
ed his age and that of the other top White House contend-
ers - Biden is 76 and Warren is 70, while Trump is 73 - in 
a race featuring a debate about a generational change in 
leadership.
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辦公室招租  Office for Rent
●位置極佳，近中國城5分鐘.
●環境高雅，安全安靜，包水電，免費高速網絡，辦公傢具
●有大型停車場。
●Great location, 5 minutes drive from Chinatown.
●Safe and quiet work place with water and electricity, 
    free high-speed Internet, office furniture. 
●There has a large parking lot.

舉辦活動最佳地點  Event rental
●場地寬敞 設備齊全 
●有大型停車場。
●The great location to host various of events in Chinatown area.
●Spacious place with a large parking lot.
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    free high-speed Internet, office furniture. 
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舉辦活動最佳地點  Event rental
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●有大型停車場。
●The great location to host various of events in Chinatown area.
●Spacious place with a large parking lot.
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Since its inception in 1930, the Veterans 
Affairs Department has delivered health 
care and other services to tens of millions 
of veterans and their loved ones, caring 
for those who have “borne the battle”in 
defense of the nation.
Yet in its storied history, VA has never 
emphasized customer experience like it 
has in recent years, building on the in-
stantiation of a Veteran Experience wing 
at the close of the Obama administration 
to—as of mid-May—literally codifying 
veterans experience principles into VA’s 
core values.
In an interview May 21 with Nextgov, 
Dr. Lynda Davis, chief veterans expe-
rience officer at VA, described the rule 
as a watershed moment across the gov-
ernment, noting it was perhaps the first 
time a federal agency essentially baked 
customer experience into its mission.
“In order to keep the secretary’s com-

mitment to customer service, we had to 
hardwire this customer service culture 
into everything we are doing,” Davis 
said. “That means permanently that VA 
will be considering customer service as 
foundational to its operations and poli-
cy.”
Policy doctrines and rules are mere 
words, but VA has spent the better part 
of four years implementing a wide range 

of changes designed in direct response to 
veteran feedback. Davis said the agency 
created a human-centered design analy-
sis of the “moments that matter” to tens 
of thousands of veterans across their dis-
tinct healthcare journeys, locating areas 
where VA performed well along with 
pain points for veterans.
Perhaps counterintuitively, some of VA’s 
large-scale changes were in response to 
seemingly minor problems encountered 
by vets. For example, the VA has part-
nered with outside veteran organiza-
tions to provide volunteer personnel at 
the more than 100 VA medical centers 
across the country. Called the Red Coat 
Ambassador Program, volunteers wear-
ing easy-to-see red coats will be the first 
people many veterans see upon entering 
VA facilities, and they “are there, ready 
to engage as non-employee companions 
to help make sure someone coming into 
a hospital knows how to find their way 
around,” Davis said. The program was a 
result of analysis data suggesting some 
veterans often think VA medical centers 
can be confusing, daunting or stressful 
places to visit.

The navigation guide is a physical em-
bodiment of VA’s digital navigation im-
provements, which included the relaunch 
of va.gov in November. The website is 
a single point portal for every veteran 
service. In a similar effort, VA created 
the White House VA Hotline in June 
2017 to connect veterans with customer 
service agents 24 hours a day, 365 days 
a year. As of May 14, agents answered 
more than 250,000 calls from the hotline, 
which Davis said will serve a model for 
call centers moving forward.

“It gets back to ease of navigation,” Da-
vis said. Whether it’s through websites, 
contact centers or physically literally 
walking into the building.”
VA has also provided “Own the Moment” 
training to more than 50,000 frontline 
Veterans Health Administration employ-
ees covering effectiveness, ease and in-
voking positive emotion. Davis said the 
training borrowed from best practices in 
business, industry and health care, cul-
minating in an actual curriculum.

“What we do in Our the Moment train-
ing is make sure every single person is 
trained in how to do customer service, 
and then with the call center or website, 
make sure they know how to help vets 
get additional access to info and ser-
vices,” Davis said.
VA is also improving the way it solicits 
feedback from veterans, allowing re-
al-time responses from veterans through 
its Signals program. Any vet who uses 
VHA outpatient services is given the op-
tion to sign up for receiving a voluntary 
survey through email. That feedback is 
then shared with relevant parties, such as 
hospital directors, “so we know how vet-
erans feel in near real-time,” Davis said.
So far, VA has received more than 3 mil-
lion feedback responses through Signals, 

allowing the department new dimensions 
of qualitative and quantitative sentiment 
data. And those taking the surveys have 
reported elevated levels of trust, Davis 
said—up to 88 percent—or four times 
higher than the public’s overall trust in 
government.

 Meanwhile, Davis—who reports direct-
ly to VA Secretary Robert Wilkie—has 
maintained a modest staff size of approx-
imately 120 employees, wide-ranging in 
expertise and focusing on everything 
from data analytics to community-based 
support. VA is also a close White House 
partner, where it is a leading agency for 
contact center modernization. While VA 
is happy to partner with outside orga-
nizations and employs numerous con-
tractors, especially in technology, the 
brunt of the customer experience culture 
change is happening with VA employees 
at the helm.
“We start with, ‘What does the customer 
want,’ and we design what the custom-
er wants and the behaviors we have to 
have,” Davis said. “Then we design 
training and curriculums around the 
employees themselves. The ‘train your 
trainer’ model cannot be sustained if 
you’re only using outside contractors, 
and we believe it is best to have employ-
ees develop content, own it, agree with it 
and buy into it.” (Courtesy https://www.
nextgov.com )

Compiled And Edited By John T. Robbins, Southern Daily Editor

The Veterans Affairs Department
Is ‘Hardwiring’ Customer Service 

Into Every Service It Provides

Overview

The VA Is On A Mission To
Improve The Veteran Experience 
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