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Why GAO Did This Study

Sleep apnea is a prevalent respiratory
disability for which veterans receive
benefits. VA spent approximately $2
billion acquiring sleep apnea care
devices and supplies over the last 8
years. GAO added VA'’s acquisition
management to its High-Risk Series in
2019 due to numerous challenges to
efficiently purchasing goods and
services.

GAO was asked to review VA’s
initiative to centralize the distribution of
PAP devices. This report assesses (1)
the basis for VA’s decision to centralize
the distribution of PAP devices and
supplies; (2) changes VA made to
implement the initiative; (3) challenges
experienced in implementing the
initiative; and (4) how VA monitors the
initiative’s performance.

To conduct this work, GAO made a site
visit to the Service and Distribution
Center where orders for PAP devices
and supplies are filled and shipped,
reviewed contract files and other
program documentation, analyzed
ordering system data, and interviewed
VA officials and sleep medicine
clinicians.

What GAO Recommends

GAO is making one recommendation
to VA, that it develop metrics and
corresponding objectives to track
performance of the centralized PAP
distribution initiative.

View GAO-24-107010. For more information,
contact Shelby S. Oakley at (202) 512-4841 or
OakleyS@gao.gov.

VA ACQUISITION MANAGEMENT

Additional Actions Needed in Serving Veterans with Sleep
Apnea

What GAO Found

To help veterans suffering from sleep apnea—a common condition that occurs
when a sleeping person’s airway becomes blocked—the Department of Veterans
Affairs (VA) provides positive airway pressure (PAP) devices as a treatment.
Approximately 1.4 million veterans received PAP devices from 2016—2023.

VA began an initiative to centralize the contracting and distribution of PAP
devices and supplies to help address issues experienced in its prior approach.
Before the initiative, VA medical centers ordered PAP devices through a
decentralized system, leading to inconsistent supply availability, prices, and care
for veterans. VA set goals for the centralized PAP distribution initiative including
increased efficiency, reduced costs, and improved care for veterans.
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VA made several changes to implement the initiative, such as awarding national
contracts, updating two IT systems, renovating a warehouse and increasing staff,
and revising the ordering process for devices and supplies. While implementing
these changes, VA addressed challenges such as the recall of certain PAP
devices by a major manufacturer in June 2021.

According to VA officials leading the initiative, they have yet to develop metrics to
monitor performance because they are still dealing with issues that arose from
the recall. One area where GAO found performance issues was the call center
that veterans can contact for reordering PAP supplies. GAO'’s analysis of call
center wait times from November 2022 through November 2023 found that 37
percent of calls were answered. However, 63 percent were unanswered because
the caller hung up before reaching a representative. DLC officials stated that over
half of these terminated calls were addressed through subsequent callback and
services were provided to the caller. For veterans needing assistance, this could
delay reordering of needed PAP supplies. Without establishing objectives and
metrics to monitor the performance of the initiative, VA cannot track whether it is
addressing the issues that prompted these changes, or whether it is meeting the
needs of veterans who use PAP devices and supplies to treat their sleep apnea.
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