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patients needs and concerns, as defined by patients. In 1995, VHA began surveying its patients using a standardized instrument modeled from the
Picker Institute, a non-profit health care surveying group. The Performance Analysis Center for Excellence of the O@ice of Quality and Performance
is the analytical, methodological, and reporting sta@ for SHEP. Measure 21 of the VHA Executive Career Field Performance Plan for FY 2006 states
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