


IS to erve 

Them Better 


From following proper protocol to 
treating complex injuries, 


understanding military culture 

has never been more important to 


achieving our mission. 





I
t is ,aod rhao rhe hesr way ru 
undcr..mnJ >Oillt'Oflc b to walk a 
mole m theor shoes. or ill rhe ~<e 
uf vcternn>. n mile in boors while 

wearing 50 I"IUillh rof hoJy annor, 
a Kcvlar hclmrr. anlmunit
wettpon..:. 

ion and 

"Undc~mndm~ wh:u veterans 
have experienced dirccrly relates to 
my :1hilhy w huokl n mosnnu rein· 
tlonshlp." snys Gcnolyn Mushinski. 
assistant Vocational Rehabilimrion 
and Employment officer at rhe VA 
Regional Ofticc :onJ lnsumncc C'..cntcr 
ill Philadelphon. "If I can make rhat 
connection, Jemon~rmre rh}tr l get it, 
thm'• a hi!! :otcp in being able ro help." 

"The very nature of war and irs 
changonj! effect nn <et"ice members 
and thcor fmmlic. ptt'loCnt> ongoing 
challenges and opponunories for ro­
d"y's VA employee, in both large and 
small Wll)'•·" >1dds Knrcn M:olebranche, 
acting chiefofliccr for the l..cgislarive, 
Regulnrory and I nrcrgovernmental 
Affairs OOicc in tlw Vctcmns Health 
Adminim:uion. "TI1c key is nor only 
ro undc,.,rnnd rhm rhcse change; will 
kt-cp cununj!. l>oot ul.;co rhao in rhc 
midst ofchange, VA people work 
h::ord "' nppreconte rhe linle things. 

"Ju't "''\'lllj:, 'rh:onk )'l>U for your 
"''"icc.' or c:~llong a vet= by his or 
her r:onk can make all rhe difference." 
M<Oic.brnnchc. :ol-..:> n retired Anny col­
onel, suggc.tS. "To h3' e their personal 
sacnfices. nnJ rhe s.>crohces of rheor 
fumilic,, Jconon,rnohly npprt'Ciatc-d 
cannot be wlticr>t.:ltt'<.l." 

ho;t n~ h<r own field experience 
hd pt'<l her ilnpmv~ c:orc in :on Am1y 
clinkal environment, Malcbmnche 
believe• rhnt und<rsmnding what a 
wtcmn ha' cmlurt-..1 c:on help VA 
employee. improw the .crvoces t.hcy 
pmvode. 

The benefit ofdus kind ofd<.-.:p­
scatcd undcrstandulf: ofveterans is 
what hroughr ahout develormenr oi 
the VA Molot<tty Culrur:ol Awareness 
Training. TI1e imemctivc 90·min­
ure e·l...,mon~ e<>oor;e "'lli launched 
l:o,t Nowmhcr hy the VA Learning 
Unl\'crsity umler the Ofticc of Hu· 
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man Resources and Adminisrrtadon's 
ADVANCE inirintivc. 

..I sought out Karen and oth­
er:; like her ~cross rhe Dep;1nmenr 
after Mike \Valcoff (Acting Unllcr 
Secretary for &nefirs} asked for rich 
customer service rrnin.ing ro improve 
employee undcr:.tmding of rhc anneJ 
forces and service members,.. recalls 
Alice Muellenveiss. Army veteran 
and dcm1, VALU. The concept was 
universally embraced. and prompted 
swift development of the innov::ltive 
prt>J.,rram. 

..A~·cady, 1,458 people have com­
pleted the training, nnd rhe feedback 
we've rL-cciveJ about its conrcnt. 
impact on pmviding better service, 
and the fonnat itself, is excellem .''she 
s:1ys. Mme than 4,600 people have the 
course on their lcaromg plans to dare. 
Because of this success, Muellerweiss 
and her team are bu,y developing 

fi>llow,on rr.lining for relet.~ rhis 
sun·uncr. 

Using stories that resonare with 
pt1rticipanr.s, the nward..winning (see 
sidebar} MCA rrai11ing provide.~ real­
world context for the facts presented, 
mnking it cln ~jlt!cially effecrive and 
cng:)ging c.1pproad1 to tmining . .It 
provides foundational knowledge oi 
common mil inuy culture, cusroms 
nnd courtcsrcs. explains differences 
between the branches of the armed 
force.:;, de~ne$ ro les and r.1nks within 
the mil iro.ry, and overviews some of 
the conflicts ln which veterans have 
served. 

"J wns nearly brought to tears-it 
just brought so much abour our vet· 
enms to life forme." says Annind<1 
Gucrrcm, a training technician :n the 
VA Health Resource Cenrer ln Tope­
ka, Kan., who completed the cQurse. 
Guerrero recommend:; this tn'lining 

for every emploj•ee at VA, whed1er or 
nol th~y arc directly it'ltcrfi1cing with 
veterans or processing beoelirs. "The 
rraining opened my pen;pective on our 
mission ar VA, M well as the nl'eJs of 
the veterans on the other t>nd of the 
lines ar ourc:all center." 

"The fitct bt we huve ch(lngcd 
America in these recem wars," Male­
branche adds. "The impacr on families 
due to longer :md nwrc fwqucm de­
ployments is very dilferem from past 
generaticms." 

Malcbrnnchc speaks !Tom per­
sonal experience. &fore coming ro 
VA I 0 yeml; ago, she served 31 years 
in the Anny us an tlctivc ..c.Jury :;oldicr, 
nurse, senior heald1 systems analyst 
and program manager. She recalls n 
criticnl pnrt ofher nwn training thut 
gave her added compassion and in· 
sight inro her role as nurse. "Simply 
by suiting up in full geM. and spend-
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What You'll Learn From Military Cultural 

Awareness Training 

• The difft"rt"nces hetween rhe varim1s hranches of tht> mili tary and their 
C(lfc values. 
• TI1c: com.mon uniforms, uniform. markings, and some basics on military 
r.mks <~nd tides. 
• The cxpcricnet..'S a service mcmhcr goes rhrough. 
• Why thq· :s~..:rn:, what motivah:~ LIH.·m, an.J the..· kind of training th~..·y 

receive. 

• The major miliwry contlkts, from World \V'<IT I through the Ulohal War 
on Terror (l)pc.::ration EnJuring Fn..·c..··dl>m/Opcmtion lra4i Fn..•,,:Jom). 
• 111e role the mil itary plays in rimes of national disaster. 
• The customs and councsics common throughout the hnmchcs of the 
military, anJ dll..· poh.·ntial implications for VA c..·mploy...·~..·s who work with 
Vett>rans and service members. 

ing a day walking and working side­
by-side wid1 a combat soldier, I gained 
a sh~arper underst;mding of the kind 
of toll such duty places on a person's 
body," Malebranche explains. 

Another MCA pllrticip:mt, Lisa 
Mattingly, a cemetery reprcscmarive 
at Lebanon National Cemetery in 
Kentucky, »•ys she w:•s profoundly 
affected by the training. "I feel an 
even dee1:>er sense of respect and ap­
precintion for our vetenlns," she says. 
"When I heard the vets talk about 
their experiences in the video, what 
they've s.1crificed for our fre<.-xloms, 
it made everything very real for me. 
They deserve our thanks and our 
utmost resp<.>ct ___ now 1 feel like I un-

derstand personally why that is." 
After serving vetenlns and their 

families for 9-and-a-half years, a job 
Mattingly finds very rewarding, she 
s;tys :>he now feels even more honore<l 
to do so. "11\ey don't need a shoul­
der to cry on, they wanr respect and 
recognirion- that's what I can do for 
them." She knows she has provided 
the most professional service )Xl6Sible 
when ~'l veteran o r fmnily member 
tums ro her and says, "You understand 
me." The MCA training has helped 
her feel th>l! much clooer to the peo­
ple she works with every day. 

"Working at VA is a labor of 
love," Malebranche agrees. "We m:-1y 
all come fn)m different backgrounds, 

but everyone has their devotion to 
our mission in common. Most people 
you talk tO have a family member or 
friend who served, so they have some 
personHI re:-1son for coming, even if it's 
not direct military experience. Maybe 
that's part of the passion-the per· 
sonal connection." 

The military experience can seem 
like an entirely new world ro people 
who h>\Ve nor personally served. And 
even amor'lg th<.:>Se who have, aware~ 
ness beyond their own branch of ser­
vice or person:-11 experiences o'ln seem 
like a different world . Clearly, being 
better able ro understand rhe implica­
tit)ns of rhar kind of wear and tear on 
a vc£cran's body and mind is essential 
to everyone at VA as they work to 
improve care. 

"The simple fact is," Mattingly 
says, "all VA employees should under­
snlnd the need of every veteran. The 
more we are c.cmnec£ed w £heir hearts, 
emotions and experiences, the deeper 
our respect for them will be." 

To register and view the MCA 
course, go to VA's Talent Manage­
ment System, course #1341 520, or go 
ro hup:l/bit.ly{mcacours<! _For il\f<)nna­
tion about the topics included in the 
course, a list ofresources is :-lv;;tilable 
at vaww.va.gov/valu/mca.asp. To learn 
more about this and other training 
oppornmities offered by VALU, visit 
hup:llwww.vak<l(t.gov. I7J 
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