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

•
Respect:  

We show our patients, employees, partners and others we encounter  
due respect, without consideration of race, religion, origin,  

economic status or lifestyle.
•

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

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

communities we serve. 

ViSion
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BArBArA B. HinES
PrESidEnt & CEo
Ms. Hines joined QueensCare in 
1997 as Senior Vice President 
to form the Charitable Division. 
Named President & CEO in 2009, 
she has a background in banking 
and holds an MBA from USC in 
Accounting and Finance.

JAy gUErEnA
CHAir, BoArd of dirECtorS
Javier “Jay” Guerena, CPA 
joined the Health Center Board 
in 2001. He is serving in his 
second elected term as chairman 
of the board and is active on 
several sub-committees. He is 
a retired partner of a national 
accounting firm and is engaged 
in providing financial, accounting 
and operational consulting 
services. He holds a BBA degree 
in accounting from Loyola 
Marymount University and an 
MBA degree in finance from the 
University of Southern California.

Dear frieNDs,
During our long history, QueensCare 
Health Centers (QHC) has experienced – and  
successfully navigated through – several periods of 
economic upheaval. The most recent steep economic 
downturn, in 2008/2009, demanded diligent 
stewardship of our resources. Stewardship, one of 
our core values, has enabled us to make a profound 
impact on the communities we serve and will enable 
us to continue to do so into the future.

Our 2019 goals of Accountability, Growth, Business 
Intelligence and becoming an Employer of Choice 
drove several improvements and innovations  
during the year. 

Technology advances in healthcare are being 
realized at an ever-increasing pace. Optimizing 
our use of technology and equipping our team 
members to understand how to use it effectively are 
important to achieving our goals. Advances have 
created access and visibility to data which drives 
performance improvements, health outcomes and 
operational efficiencies. 

Our new Data Analytics team mined available data  
to create dashboards that provide QHC leaders 
better and timelier information on performance 
elements critical to their work. Our Information 
Systems and Data Analytics teams led learning 
workshops geared towards improving the technical 
skills of our team members. Access to better data 
and more meaningful dashboards will help advance 
our Business Intelligence and Accountability goals.

Improving patient experience is the driving force 
behind many improvements and innovations. The 
health center pharmacies strive to improve patients’ 
satisfaction by filling prescriptions in fewer than 15 
minutes, having achieved an average wait time this 
year of under 11 minutes. The Human Resources team 
hired over 54 new team members and our nursing 
team is leading a skills enhancement project to help 
Medical Assistants improve our healthcare providers’ 
experience and streamline the documentation pro-
cess. The results of these efforts are already yielding 
better and more efficient care to our patients. Finally, 

we are making plans to move our Bresee health cen-
ter to a larger and more convenient site in Westlake 
North early in 2020. Improving the patient experi-
ence is critical to our Growth goals.

In addition to advances in technology and processes, 
QHC continues to gain recognition for quality met-
rics, receiving awards this year from the National 
Committee for Quality Assurance (NCQA), Health 
Resources & Services Administration (HRSA), My 
Health LA (MHLA), Blue Shield Promise Plan, and 
Vaccines for Adults (VFA). These awards exemplify 
the benefits of applying data resources to care deliv-
ery, resulting in enhanced quality of care and service 
delivery to our patients.

Along with an ever-changing external environment, 
we are bringing change internally to our top leader-
ship team. After serving many years as a pediatri-
cian, and then Medical Director of Pediatrics, Dr. 
Edward Liao has become our Chief Medical Officer, 
a well-deserved promotion for him and very good 
fortune for our health centers. Also, effective with 
the new fiscal year on July 1, 2019, Eloisa Perard 
takes the baton, to lead our health centers into the 
future as President and Chief Administrative Officer. 
We look forward to watching her meet the challenges 
of the future and use her skills and talents to shape 
the next generation of care.

We thank our entire staff, as well as all those who 
support our vision, our values and our mission.

Sincerely,

Barbara B. Hines
President and CEO

Jay Guerena
Chair, Board of Directors
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Our commitment to excellence drove a 
number of important improvements and initiatives 
during 2019. These include C.A.R.E.1 training of all 
health center staff, which was funded by a Health 
Resources and Services Administration (HRSA) 
Quality grant, to improve customer service; increase 
patient access to health center and referral services; 
streamlining workflows; improving our facilities; 
and streamlining patient flow, all with a renewed 
focus on safety.

Because we continuously evaluate and improve the 
way we deliver our services, QHC conducted multiple 
internal audits and stakeholder input sessions where 

high impact issues were identified. For example, a 
patient registration audit process was developed to 
monitor and correct errors, which will result in both 
clean data and clean electronic claims.

In addition to advances in technology and processes, 
QHC continues to gain recognition for quality 
achievements. In early May, all five QHC sites 
achieved Patient Centered Medical Home (PMCH) 
recognition from the National Committee for  
Quality Assurance (NCQA). Accountable to NCQA 
for achieving health outcomes, we must monitor and 
report data pertaining to the quality of healthcare 
we provide. 

our CommiTmeNT To exCelleNCe 
We continuously evaluate and improve the way we deliver our services.

1. Treating Patients with C.A.R.E. (Connect, Appreciate, Respond, Empower)
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Like the Vaccines for Children (VFC) program, 
the Vaccines for Adults (VFA) program provides 
federally qualified health centers (FQHCs) like 
QHC with free vaccines to immunize eligible adult 
patients. The VFA program visited our Echo Park 
and Hollywood sites in June. Once again, both 
sites passed their review without findings. Also 
in May, My Health LA, LA County’s indigent care 
program, audited QHC, resulting in a Facility Site 
Review without findings.

In January, QueensCare Health Centers hired 
DentaQuest to conduct a thorough review of the 
dental department. They assessed operations and 
practices with an eye to improving overall opera-
tions and creating a more viable and sustainable 
dental program. Recommendations were presented 
and are being implemented currently. These 
improvements will make our dental practice more 
efficient and responsive to patients’ needs.

We CoNTiNuously seek To  
CreaTe more viable aND  
susTaiNable proGrams  
for our paTieNTs.

ELoiSA PErArd
CHiEf  
AdminiStrAtiVE  
offiCEr

“It is an incredible honor 
to lead and serve this great 
organization. I deeply 
appreciate the legacy with 
which I am being entrusted 
and dedicate myself to the 
fulfillment of our mission to 
help those in need. While it 
is tempting to presume that 
the strength of our past will 
create an easy path for our 
future, we must prepare for 
and respond to a changing 
environment by continuing 
to find innovative ways to 
serve the community.”
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In 2014, QueensCare Health Centers (QHC)  
adopted EPIC™, a world-class electronic health record 
(EHR) system through OCHIN, a nonprofit innova-
tion center designed to provide solutions that promote 
quality affordable healthcare for all. Since that time, 
EPIC has undergone a number of important enhance-
ments that have invigorated our capabilities in all 
stages of the care process, from patient registration 
and clinical encounters to charting and billing. EPIC’s 
impressive data-driven functionality has afforded the 
organization an unprecedented ability to streamline 
and improve the delivery of holistic care.

EPIC compiles patient data in one place, allowing 
providers easy access to relevant, timely information 
that improves the healthcare and the efficiency of the 
treatment process. With EPIC, a provider can quickly 
view her patient’s medical history, and design com-
plete, individualized care, prevention and treatment 
plans. EPIC also tracks quality metrics and compares 
the patients’ results to benchmarks, helping with the 
management of chronic diseases such as diabetes 
and high blood pressure. In turn, these benchmark 
comparisons provide highly reliable information for 
the patient and result in improved health outcomes.

“MyChart” is a patient portal within the 
EPIC system that can be accessed 24/7 via personal 
devices. MyChart makes lab results, upcoming ap-
pointments and other personal health information 
available at the patient’s fingertips. Once registered, 
patients receive a personal login to MyChart, which 
allows them to ask their provider health questions, 
request appointments, request medication refills 
and even opt for email reminders to help them ad-
here to their care plan. In 2019, staff met face-to-face 
with patients to guide them through the MyChart 
registration process, increasing the number of 
enrolled participants to more than 45% of our entire 
patient population. 

This year QHC also connected to the Collective 
Medical® Emergency Department Information Ex-
change (EDIE) platform which links most hospitals 
in the Los Angeles area. EDIE provides real-time 
information to alert QHC staff when one of our pa-
tients is being seen in to an area hospital emergency 
department, or admitted as an inpatient. Access to 
this information is key to providing continuity of 
care and follow up after the hospital visit. 

epiC aDvaNCes
This year our EPIC system underwent  
a major upgrade.

Almost 45% of 
our entire patient 
population now 
use MyChart.
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Well Health 
Message

QHC
Pharmacy

Acuere
Data 
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MyChart
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Immunization
Registry

Emergency 
Department 
Information 

Exchange

ELECTRONIC HEALTH
RECORD SYSTEM

TM

EPIC
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.

CHAd VArgAS
CHiEf oPErAting offiCEr

“EPIC is a central repository of patient health information 
that transforms care from isolated, one-off transactions to a 

comprehensive approach to care. This complete record facilitates 
team-based care, provided by various 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.”
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The pharmacy program was awarded a  
two-year grant of $200,000 by BD Direct Relief, 
which is part of the BD Helping Build Healthy  
Communities program. The initiative provides 
awards to eligible FQHC’s, like QHC, to support  
innovative approaches to health care for  
underserved and vulnerable populations.

QHC was honored for its Bringing Medication 
Management Therapy to the Patient Program, which 
expands an already successful medication therapy 
management program to reach patients with uncon-
trolled diabetes. To date, nearly 300 patients with 
diabetes at our East Third Street pharmacy have 
received services funded by this grant. 

As part of this QHC program, a bilingual care team, 
led by pharmacist Dr. Cecilia Wu, offers strategies 
to improve medication adherence, insulin adherence 
and diabetes self-monitoring. Our pharmacy staff 
has been trained to provide targeted interventions, 
such as detailed consultation on glucometer use, 
blood glucose goals, hypoglycemia management and 
strategies to improve insulin injection adherence. 
In addition, referrals to see a clinical pharmacist are 
offered to patients with uncontrolled diabetes for 
closer, intensive management. Key to the success of 
this program, like others at QueensCare Health Cen-
ters, is the direct individualized care that patients 
receive from our team of clinical and non-clinical 
staff who help guide them through the services we 
offer on their way to managing their health.

meDiCaTioN maNaGemeNT Therapy 
We are expanding a successful program.

DireCT  
iNDiviDualiZeD 
Care makes a  

DiffereNCe.
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"i am very 
GraTeful 

To be parT 
of This 

proGram aT 
QueeNsCare 

healTh 
CeNTers."

—Ricardo Estrada

LifE CHAnging intErVEntion
Ricardo Estrada is an avid drummer and long-time 
resident of Los Angeles. At age 63 he had a “wake-up” 
call when he ended up in a hospital emergency room 
with a very serious condition known as a superior 
ophthalmic vein thrombosis. This is a condition in 
which a blood clot is found in one of the veins of a 
patient’s face. If left untreated, this condition can 
lead to serious complications, including vision loss. 

While in the hospital, Ricardo was put on warfarin 
anticoagulation therapy, a blood thinner medication, 
for thrombosis of an ophthalmic nerve. Once he was 
released from the hospital, he came to the QueensCare 
Health Centers in Hollywood seeking to both resolve 
this issue, and gain control of the Type II diabetes he 
had for more than 20 years.

While Ricardo sees his primary care provider at QHC 
every few months, he visits and meets with a clinical 
pharmacist every two weeks. The clinical pharmacists 
specialize in caring for patients with chronic diseases 
like diabetes, or those who need close monitoring for 
high risk medications like warfarin. Ricardo initially 
worked with Clinical Pharmacist, Dr. Ana Ly, and 
now sees her colleague Dr. Top Triamwong regularly. 
During these visits, Dr. Triamwong has the lab draw 
and analyze Ricardo’s blood. The clinical pharmacists 
also review and optimize his insulin and medication, 
making adjustments as needed. When Ricardo first 
visited in May 2019, his hemoglobin A1c (a mea-
sure of diabetes control) was extremely elevated at 

10.5%. Through the health education, individualized 
medical plan and guidance provided by Dr. Ly and Dr. 
Triamwong, in August Ricardo’s A1c dropped to a very 
well-controlled level of 6.6% and continues to improve.

Says Dr. Triamwong, “Ricardo has taken on a very 
active role in managing the program we have put 
together for him. His strong desire to improve his 
health has been a big part of his success and we are  
all very pleased that he is doing so well.”

Through interventions by the clinical pharmacy team 
and the Medication Management Therapy program, 
QHC was able to successfully treat Ricardo’s throm-
bosis and manage his A1c. He has since remained 
motivated to take charge of his own health by check-
ing his blood sugar regularly, maintaining a healthy 
diet and exercising frequently. According to Ricardo, “I 
am doing much better health wise and am very grate-
ful to be part of this program at QueensCare Health 
Centers. I walk to the gym to work out now and have 
even noticed that my drumming has improved.”  
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Integrated Behavioral Services

Part of planning for the future of community health 
needs means finding opportunities to better serve 
patients. Healthcare and social services are often 
at the forefront of political debate, and changes that 
threaten the safety net, often create stress for many 
of our patients. Life stressors – poverty, fear of family 
separation, or loss of employment – have created a 
need for behavioral health interventions.

Integrated behavioral services is the care a patient 
experiences as a result of a team of primary care and 
behavioral health clinicians, working together with 
patients and families, using a systematic and cost-
effective approach to providing patient-centered care 
for an individual. The main goal of most integrated 
care programs is to improve communication between 
behavioral health and primary care providers and 
thereby improve care coordination and streamline the 
pathway for intervention when it is required.

In FY 2019, QueensCare Health Centers was awarded 
an Integrated Behavioral Health Services (IBHS) 
grant from HRSA. With this new grant, QHC will 
hire mental health specialists to provide services to 
both adults and children seen in our health centers. 
Once implemented, the QHC Integrated Behavioral 
Health Services program will involve extensive 
collaboration and communication among our health 
professionals. What makes integrated health care 
unique is the sharing of information among team 
members related to patient care and the establish-
ment of a comprehensive care plan to address the 
physical, psychological and social needs of the 
patient. The health care team will likely include a 
diverse group of members (e.g., providers, nurses, 
licensed clinical social workers and other health pro-
fessionals), depending on the needs of the patient.

posiTioNeD for  
The fuTure
We are finding opportunities to better 
serve our patients.
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Expansion to a New Facility

In March, QHC was introduced to New Economics for Women (NEW) 
by Venice Family Clinics, a FQHC on the Westside. NEW was seeking 
a FQHC tenant to occupy a 7,000 square foot healthcare facility at its 
low income housing property in Westlake North, less than two miles 
from our Bresee health center. It was quickly determined that this 
would be an ideal location into which we could move the 2,500 square 
foot Bresee center, where we had been bulging at the seams. The West-
lake North health center will house 11 exam rooms for both primary 
adult and pediatric care, health plan enrollment offices, and health 
education space. Look for more to come on this in next year’s report.

EdWArd LiAo, m.d
CHiEf mEdiCAL offiCEr

“A life in service is not an easy road. Seven or more years 
of postgraduate training, working overnight, and worrying 
about critical cases are part of the job. As providers, we are 
here to be the patient’s health advocate. In my new role, 
I act as champion for the providers I lead, ensuring their 
voice is heard in the care development process. Practicing 
medicine has not fundamentally changed. What has changed 
are the hundreds of moving parts providers face – managed 
care, county-funded programs, quality measures, our 
understanding of social determinants of health, and business 
demands. My work now involves more of these cogs and 
gears, but my life in service remains unchanged.”  

We are here To be  
The paTieNT’s  

healTh aDvoCaTe
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fiNaNCial sTaTemeNTs
For the year ended June 30, 2019

ConsolIdaTEd sTaTEMEnT of fInanCIal PosITIon* 

assETs
 Cash and cash equivalents  $ 10,634,000 
 Cash whose use is restricted    260,000 
 Investments     6,772,000 
 Accounts receivable, net of contractual allowances    6,275,000 
 Grants receivable    328,000 
 Property and equipment, net    13,846,000 
 Notes receivable    10,974,000 
 Other assets     1,545,000 

ToTAl ASSeTS   $   $50,634,000  

lIabIlITIEs 
Accounts payable and accrued expenses   $ 1,307,000 
Notes payable    16,038,000  

ToTAl lIAbIlITIeS    17,345,000   

nET assETs
Unrestricted     33,279,000  
Temporarily restricted    10,000    

ToTAl neT ASSeTS     33,289,000   

ToTAl lIAbIlITIeS And neT ASSeTS  $   $50,634,000  

ConsolIdaTEd sTaTEMEnT of aCTIvITIEs*  

REvEnuEs
Net patient service revenues  $ 20,339,000  
Other revenue    6,066,000  
Contributions, including donated goods    4,102,000   

ToTAl RevenueS      30,507,000   

oPERaTIng ExPEnsEs
 Salaries, wages and employee benefits    20,466,000  
 Other operating expenses    9,153,000  

ToTAl oPeRATIng exPenSeS    29,619,000  

 Change in net assets    888,000    

net assets, beginning of year     32,401,000    

net assets, end of year  $   $33,289,000  

2019

2019

* Excerpted from the 2019 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 $5,000 - $125,000 
Blue Shield of California Foundation
Delta Dental Community Care Foundation
Direct Relief
Tom T. and Jane Gladfelter
Barbara & Patrick Hines
LA Care Health Plan
QueensCare 

gIfTs of $1 - $2,500
Esteban Alcantar
Amazon Smile Foundation
Oneida Andujar
Anonymous
Marina Aronoff
Moe Aung
Edward J Avila
Ronald & Alice Beitzel
Beta Healthcare Group
Community Clinic Association of Los Angeles County
Alan Cushman
Anthony P Dazzo
Arthur & Diana Doi
Faith Lee & Alan DeJong
Denise Partamian Forgette
Franciscan Sisters of the Sacred Heart
Goldman Sachs
Jeff and Fran Hermann
Ivan Abbott Houston
James Jameson
The Kroger Company
Ann Hsiao
Jennifer Maman
Network for Good
Daisy Pallado
Provider Healthcare LLC
Angelito Reguerra
Denise Tos-Ton
United Way
Chad Vargas
Carmen Villanueva
Bettie Woods

GraNTs & DoNaTioNs reCeiveD
Thank you for your continued support and generosity

QueensCare Health Centers’ Board of Directors
ToP (l-R): Jeff Herman, Jacquelyn Pantoja, Manuel Romero, Marina Aronoff,  
Jorge Blanco, Jay Guerena
boTToM (l-R): Allan Michelena, Serina Demirians, Shirley Daniels, Mary Ramos
noT PIcTuRed: Yasmin Garcia, Martha Arias, William Chim, Harry Kram, MD,  
Matthew Wells

Management
barbara b. Hines 
President & Chief Executive Office

eloisa Perard   
Chief Administrative Officer

chad vargas   
Chief Operating Officer

edward liao, M.d., 
Chief Medical Officer 

Arthur v. doi  
Vice President of Accounting & Finance 
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Without the generous donations of individuals like you, QueensCare Health Centers could not carry on it's important mission of  
providing universal access to primary healthcare, reducing disparities in care and improving health in the communities we serve.  
Your donation will help ensure that we can continue to expand our reach to those who most need our support, improve the way  
we deliver our services and create more viable and sustainable programs for our patients.

QueensCare Health Centers is a 501(c)(3) nonprofit organization. If you would like your donation to go towards a specific  
program, please indicate that on the enclosed 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 towards a future with fewer disparities in care and health for all.

help us builD The  
NexT GeNeraTioN of Care
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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

WEStLAkE nortH HEALtH CEntEr 
303 S. Loma Drive, Suite 202
Los angeles, ca 90017
323.635.1140 

AdminiStrAtion
950 South Grand avenue
2nd floor South
Los angeles, ca 90015
323.669.4301

 /QueenscareHealthcenters

 @QueenscareHc

@QueenscareHc

QueenscareHealthcenters.org


