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CARE 2.0
CO N N EC TIN G  C A R E  TO  

TH E  COM MU N IT Y



We seek to provide universal access to primary healthcare, reducing  
disparities in care and improving health in the communities we serve. 

VISION

Building on the vision and selflessness of our founders, we strive to uphold the  
following values:

EXCELLENCE: We continuously evaluate and improve the way we deliver our services.

CUSTOMER SERVICE: We cultivate and maintain professional relationships with our  
patients, employees, and partners, treating all with dignity and respect.

COMPASSION: We serve the needs of others, led by care and kindness.

STEWARDSHIP: We prudently and responsibly manage the resources entrusted to us.

VALUES

OUR MISSION is to provide quality  
primary healthcare that is accessible to 
any patient in need in the communities 
we serve, regardless of ability to pay. 
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ALLAN MICHELENA 
Chair, Board of Directors 
A Vietnam veteran and Los Angeles 
native, Mr. Michelena retired as Captain 
of the Los Angeles Police Department 
in 2005. In addition to his duties on the 
Board of Directors, Allan also serves on 
several QHC committees. 

BARBARA B. HINES
President & Chief Executive Officer
Ms. Hines joined QueensCare in 1997 as 
Senior Vice President to form the Chari-
table Division. Named President & CEO 
of QHC in 2009, she has a background 
in banking and holds an MBA from USC 
in Accounting and Finance.

DEAR FRIENDS,
This year’s annual report focuses on the enhancement of our “Care Operating System,” 
moving, in tech speak, from Care 1.0 to Care 2.0. Care 2.0 refers to an upgrade of an original 
concept to a more superior version. For QueensCare Health Centers, 2.0 represents recent 
technology advancements, implementations that helped us improve and streamline our 
delivery of quality care. As you will learn in this annual report, these improvements benefit 
patients and providers alike through increased connectivity, communication, and capacity. 

The central component of our overall technology upgrade was the implementation of the 
OCHIN EPIC™ platform (EPIC), one of the most advanced electronic health record (EHR) 
systems available. Collecting patient data via EPIC allows providers to access records with 
ease, increasing the effectiveness and timeliness of care. EPIC also allows QHC to be more 
data-driven in its overall operations. Possessing relevant data and having it at our fingertips 
immediately, permits us to gauge and improve patient satisfaction, patient flow, productivity, 
appointment practices, claims management, and quality measures. As we move toward 
using EPIC’s robust and impressive range of capabilities more fully, QHC strengthens 
its ability to stay ahead of changes in healthcare, and more importantly, improves patient 
experience and care. 

In line with our focus on provider efficiency and patient satisfaction, QHC also acquired 
CareMessage™. This impressive technology connects the health centers and patients via 
their mobile devices, allowing direct communication that keeps providers up-to-date and 
patients on top of their appointments and treatment plans. Reception from both patients 
and providers has been positive; the general sentiment is that CareMessage provides a 
convenient, collaborative experience that fosters trust and empowerment.

The new pharmacies at our health centers have also had technology improvements. 
One exciting new addition to the Hollywood pharmacy location is the Kirby Lester™ KL60 
pharmacy robot, which counts, labels, and presents a prescription in about 30 seconds. This 
impressive piece of technology was purchased in part with a CVS Health Foundation grant. 
We applied the grant money to other pharmacy enhancements that you will read about 
in this report. 

In addition to advances in technology, QHC continues to gain recognition for quality 
metrics, receiving awards this year from HRSA, LA Care, and Health Care LA for achieving 
quality standards. These awards exemplify the benefit data resources bring to care delivery, 
improving our ability to consistently upgrade quality of care and service delivery to our 
patients, in spite of extensive changes in the industry. We thank all those who support our 
vision, our values, and our mission as we move to Care 3.0 and beyond.

Very sincerely,

ALLAN MICHELENA, 
Chair, Board of Directors

BARBARA BRANDLIN HINES, 
President & Chief Executive Officer
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EPIC:
Data-Driven, Patient-Centered EHR

In December 2014, QueensCare Health Centers adopted EPIC,TM a world-class 
electronic health record (EHR) system made available to Federally Qualified 
Health Centers through OCHIN, a nonprofit innovation center designed to 
provide solutions that promote quality, affordable health care for all. This massive 
implementation has invigorated QHC’s capabilities in all stages of the care process, 
from patient registration and clinical encounters to charting and billing. Indeed, 
EPIC’s impressive data-driven functionality has afforded the organization an 
unprecedented ability to streamline and improve delivery of holistic care. 

EPIC compiles patient data in one place, allowing providers easy access to 
relevant, timely information that improves the health care provided to the patient 
and the efficiency of the treatment process. With EPIC, providers can quickly view 
their patient’s medical history and design a complete, individualized treatment 
and preventive health plan for the patient. EPIC tracks quality metrics and compares 
the patient’s results to benchmarks, helping with the management of chronic 
diseases such as diabetes and high blood pressure. These benchmark comparisons 
provide superior information to the patient and better health outcomes. Preven-
tative care improves through EPIC’s interface with the California Immunization 
Registry (CAIR), which tracks immunizations of the patient and prevents a lapse 
or accidental doubling-up of vaccines.

“ The EPIC system is a central  
repository of patient health 
information, transforming care 
from isolated, one-off trans-
actions to a comprehensive 
approach to care. This complete 
record facilitates team-based 
care, provided by varied health-
care professionals accessing the 
same, complete patient record. 
With MyChart, our patients 
become part of their healthcare 
team, proactively participating in 
their own care and wellness.”  
JENNIFER POLZIN,  
PHARMD, CPHQ, BCACP 
Chief Operating Officer 
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EPIC’s “MyChart”, a patient portal that can be accessed 24/7 via personal 
devices, makes lab results, upcoming appointments, and health records available 
at the patient’s fingertips. In the lobbies of the health centers, staff members guide 
patients through the portal registration process with Android Talking Pads. These 
tablets gather required information in English or Spanish depending on the patient’s 
primary language, asking questions both on-screen and aloud to overcome any 
potential literacy barriers. (QHC has requested that Tagalog, Korean, Armenian, 
and Russian, languages spoken by large populations in the service areas near the 
health centers, be added to MyChart.) Once registered, patients receive a personal 
login to MyChart, which allows them to ask their provider health questions, make 
appointments, refill medications, and even opt for email reminders to help them 
adhere to their treatment plan. Though many QHC patients have registered for 
MyChart in the last year, the goal is to reach the national average, 80% of QHC’s 
EPIC users. 

Currently, EPIC connects all five health centers within the organization, so that 
data gathered at one site is accessible at any other location. This cross-commu-
nication, though indispensable, is only the beginning; QHC wants to expand this 
capability to allow access across organizations, from the doctor’s office to the lab 
and the hospital, enabling providers to access patient information and eliminate 
errors or duplicate testing. 

CROSS-COMMUNICATION  
WITH EPIC  
The EPIC system is a central  
repository of patient health  
information that has invigorated  
QHC’s ability to streamline  
and improve patient care.

MyChart can be 
accessed around-the-
clock to fit the needs 
of all our patients. 
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KL60: 
Fully Automated Prescription Robot

QHC’s Hollywood location gained an invaluable new addition this year — the 
KL60TM pharmacy robot. Capable of holding 60 distinct medications at once, this 
extraordinary piece of machinery pours, counts, and labels a prescription in about 
35 seconds. The robot has six dispensing windows for simultaneous filling of 
multiple prescriptions, input electronically by authorized personnel. As soon as 
the bottles are removed from the windows, the robot continues down the queue, 
dispensing all orders until finished.

The KL60 robot has proven to be an immense help to workflow at the pharmacy.  
After the robot fills a prescription, a technician only needs to attach a lid and 
show the bottle to a pharmacist for approval using a barcode scanner to verify 
accuracy. If the prescription is incorrect in any way, the provider is then notified. 
The robot also electronically alerts the pharmacy if a medication is expiring soon 
or is running low and needs to be replenished. Tampering or unauthorized filling 
is prevented by the robot’s FillSafe™ technology, which requires fingerprint scan-
ning of authorized pharmacists to change medications. 

The holding capacity of the pharmacy robot enables providers to keep it filled 
with an array of “fast-movers”, medications most commonly taken by the QHC 
patient population. Many visitors to the Hollywood Health Center are treated for 
an array of health concerns and routinely take upwards of 10 medications, all of 

“ The KL60 robot has  
streamlined the pharmacy  
and improved medication 
safety, reinforcing our  
ability to adhere to the  
Total Patient Care Model — 
taking care of the patient as  
a whole and offering all  
services in-house.”   
MARINA SNITMAN, PharmD  
Director of Pharmacy
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which can be safely and quickly filled 
by the robot. Moreover, medication 
containers are labeled with color-coded 
stickers with graphics to inform patients 
the condition each medication is for, 
safeguarding against confusion and 
doubling-up on meds. 

Patients and providers alike benefit 
from the E-Prescribing software which 
electronically sends a prescription 
from one location to another. Because 
the Hollywood pharmacy also serves 
many patients from the Eagle Rock 
health center, this software proves 
especially helpful, allowing patients at 

Eagle Rock to electronically sign for 
prescriptions that are then 
delivered from Hollywood.    

The benefits of these 
technological improvements 
have proven invaluable for 
pharmacy operations, often 
allowing for medication 
preparation to begin before 
the patient leaves the exam 
room. Moreover, pharma-
cists can focus on delicate 
or challenging issues that 
demand immediate atten-
tion and expertise. They help 
patients obtain coverage 
for necessary medications 
from their insurance carriers, 
assist patients in completing 
required forms and deliver 
needed medications in as lit-
tle as 24 hours. Indeed, these 
time-saving technologies 
have enhanced service to 
patients, as well as improved 

medication management and 
patient safety. 

KL60 ROBOT 
QUICK FAC TS

»Holds up to 60 unique 
medications that are loaded 
into cassettes and dispensed 
from six different windows. 

»Can process more than 160 
prescriptions per hour. 

»Handles more than one-third 
of the Hollywood Pharmacy’s 
daily prescriptions, which can 
total up to 1,000 per day.

»Notifies staff electronically 
when medications need 
refilling or are expiring soon.

»Assures security through 
FillSafe™ technology, which 
requires fingerprint scanning of 
authorized personnel to change 
out medications.  

»Frees-up 5 to 10 hours per 
week for pharmacists to attend 
to more important tasks.

30% 
of our patients and  

continue to grow monthly.

The Hollywood  
and East 3rd Street  

pharmacies serve more than
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CAREMESSAGE:  
Texting For Health and Healthcare Transformation
QHC is using mobile technology to improve our patients’ health, involve them in 
their care plans, and strengthen relationships among the health care team. This 
year, QHC implemented CareMessage,TM a powerful interactive mobile applica-
tion that connects the health centers directly to patients via their mobile phones. 
A multiple modality platform, CareMessage enables QHC to create custom 
messages to send to patients via text, email, or automated voice message based 
individual preference. Messages can be anything from appointment confirmations, 
to reminders to schedule an overdue well visit. Because it is a secure cloud-based 
system, CareMessage does not require any software and can be accessed from any 
mobile device.

CareMessage automates a traditionally manual process, saving QHC staff an 
hour or more on the telephone, confirming appointments with current patients. 
Patients receive timely reminders not just for provider appointments, but for 
pharmacy visits, asthma or nutrition seminars, even our popular Zumba classes. 
Messages are received on the go, anywhere. 

The benefit to the health centers is two-fold — a decreased number of last minute 
cancellations and no-shows — and more bandwidth for staff to identify and reach 
out to targeted patient groups. For example, staff can review records of three- to 
six-year olds who need a well-child check-up, and use CareMessage to notify the 

“ CareMessage provides an 
automated solution to help 
patients remember and prepare 
for visits. Frontline staff are 
able to have uninterrupted 
interactions with and outreach 
to patients for necessary well-
care visits, rather than spend 
time leaving appointment / care 
reminder messages. Patients 
value the process because it helps 
them to be active participants in 
their personal care plans.”  
CHAD VARGAS  
Director of Operations
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parents. QHC proactively improves 
patient health, bringing them into 
the health center for preventative 
care and building relationships 
within the Patient Centered Medical 
Home model. Through its easy 
interface and full functionality, 
CareMessage empowers patient 
populations to become better 
healthcare consumers. In essence, 
the technology positively impacts 
health overall, and everyone wins. 

CareMessage can be used to 
target diabetics or asthmatics, for 
example, to provide relevant care 
information to all of them simulta-
neously. Recently, QHC used the 
platform to remind 6,000 patients 
that they were due for their yearly 
well visit. CareMessage is also 
being used to announce campaigns 
such as the Walk-In Flu Clinic, 
letting 200 patients know that flu 
shots were available. 

Health center managers and 
staff use feedback from the early 
adopters of this new platform to 
refine the timing and types of 
messages. QHC’s goal is to send 
one message per month relating 
to personal care plans and one 
on general health and wellness. 
Additionally, plans are in place to 
expand to two-way communication, 
so that patients will have the ability 
to send messages directly to the 
appropriate member of their care 
team. The robust CareMessage 
platform has great potential for 
furthering the organization’s overall 
goal of data-driven operations. 
By strengthening patient-health 
center relationship, CareMessage 
will further QHC’s commitment to 
personalized, high-quality care.   

CareMessage enables 
QHC providers 
to create custom 
messages to patients.

The CareMessage 
platform empowers 
patients to become better 
healthcare consumers.

CAREMESSAGE: 
A Powerful Interactive Mobile Application

By reinforcing and redefining 
patient-provider relationships, 
CareMessage will continue to 
bolster QHC’s commitment to 
personalized, high-quality care.
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FOR THE YEAR ENDING JUNE 30, 2016
FINANCIAL STATEMENTS

CONSOLIDATED STATEMENT OF FINANCIAL POSITION* 

ASSETS
Cash and cash equivalents    $ 5,009,000 
Cash whose use is restricted    541,000 
Accounts receivable, net of contractual allowances    4,002,000 
Grants receivable    786,000 
Property and equipment, net    15,991,000 
Notes receivable    10,974,000 
Other assets     1,770,000  

TOTAL ASSETS     $  39,073,000   

LIABILITIES 
Accounts payable and accrued expenses    $  1,006,000 
Notes payable    16,531,000   

TOTAL LIABILITIES    17,537,000  

NET ASSETS
Unrestricted     21,526,000  
Temporarily restricted    10,000   

TOTAL NET ASSETS    21,536,000  

TOTAL LIABILITIES AND NET ASSETS    $  39,073,000  

CONSOLIDATED STATEMENT OF ACTIVITIES*  

REVENUES
Net patient service revenues    $  14,155,000  
Other revenue    6,736,000 
Contributions, including donated goods    3,761,000   

TOTAL REVENUES     24,652,000 

OPERATING EXPENSES
Salaries, wages, and employee    $  14,574,000  
Other operating expenses    9,070,000 

TOTAL OPERATING EXPENSES    23,644,000 

Changes in net assets    1,008,000  

Net assets, beginning of year    20,528,000  

Net assets, end of year    $  21,536,000  

2016

2016

*Excerpted from the 2016 audited financial statements
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GIFTS OF $3,000,000 + 
Department of Health and Human Services 
 Health Resources and Services Administration (HRSA) 
 
GIFTS OF $50,000 - $100,000 
Celia Irwin Trust

GIFTS OF $2,500 - $15,000 
Blue Shield of California Foundation
CVS Caremark Charitable Trust
Delta Dental Community Care Foundation
Barbara & Patrick Hines
MedPOINT Management
Marilyn & Gene Nuziard
QueensCare 

GIFTS OF $1 - $2,499 
Amazon Smile Foundation  
Anonymous
Alex Armstrong
Noelle Blanco
Alice Beitzel
Larry Chew
Community Clinic Association of
 Los Angeles County
Shirley Daniels
Brandon De Jong
Elizabeth De Jong
Jeffrey De Jong
Paula Dill
Arthur Doi
Denise Forgette
Arturo Garcia
Vivian Gonzales-Rogoff, RN
Gary  Grubbs
Javier Guerena
Tara Harris
Tracie Hennon

Henry Herrman
The Kroger Company
Faith Lee
Shu Chin Lee
Brenda Limery
Bobbi Mazmanian
Arnel Mendoza
Molllie Nankivell
Varun Nayyar
Alicia Nelson
Maeflor Padilla
Janice Pontoppidan
Angelito Reguerra
Kathryn Riemersma
Robert Roadenbaugh
Bianca Rodas
Tom Siri
Marina Snitman
Brigid Vance
David Walsh
Cecilia Wu

QueensCare Health Centers’ Board of Directors
TOP (L-R): Jacquelyn Pantoja, Jay Guerena, Shirley Daniels,  
Allan Michelena, Martha Arias 
BOTTOM (L-R): Mary Ramos, Naomi Mancilla, Marian Aronoff

NOT PICTURED: Jorge Blanco, Manny Romero, Willy Ruiz, David Walsh

Management Committee 
Barbara B. Hines, President & Chief Executive Officer

Gary G. Grubbs, Chief Financial Officer

Jennifer Polzin, PharmD, CPhQ, BCACP, Chief Operating Officer

Tom Gladfelter, MD, Chief Medical Officer

Liz Hoang, Chief Human Resource Officer

THANK YOU FOR YOUR CONTINUED SUPPORT AND GENEROSITY
GRANTS & DONATIONS RECIEVED

This annual report may have centered on robust technologies, but there is an equally important human component  
to our continued success. You. Without question, QueensCare Health Centers could not carry out its mission without 
your generous support. 

QueensCare Health Centers is a 501(c)(3) nonprofit organization. If you would like your donation to go toward a  
specific program, please indicate that on the envelope. If you prefer, you can make a secure donation online at  
QueensCareHealthCenters.org/donate. You will receive an acknowledgement to use for tax purposes for your  
tax-deductible donation.

The Board and staff of QueensCare Health Centers sincerely thanks you for your past participation and invites  
you to continue with us as we diligently work toward a future with fewer disparities in care and health for all.

TOGETHER 

Into the  
future...



Your Home for QualityCare

BRESEE HEALTH CENTER
184 South Bimini Place
Los Angeles, CA 90004
213.858.5126

EAGLE ROCK HEALTH CENTER
4448 York Boulevard
Los Angeles, CA 90041
323.344.5233

EAST 3RD STREET HEALTH CENTER
4816 East 3rd Street
Los Angeles, CA 90022
323.780.4510

ECHO PARK HEALTH CENTER
150 North Reno Street
Los Angeles, CA 90026
213.380.7298

HOLLYWOOD HEALTH CENTER 
4618 Fountain Avenue
Los Angeles, CA 90029
323.953.7170

ADMINISTRATION
323.669.4301 
QueensCareHealthCenters.org

 /QueensCareHealthCenters

 @QueensCareHC
@QueensCareHC

Connect 
with us...


