
Rising 
to the
Challenge

QueensCare Health Centers Annual Report 2020



RISING TO THE CHALLENGE  |  QueensCare Health Centers Annual Report 20202

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

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.

MISSION
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Dear 
Friends,
Even though it did not arrive in Los 
Angeles until the third quarter of our 
fiscal year, the impact of COVID-19 on 
QueensCare Health Centers (QHC) 
overshadows much that came before it and 
resulted in profound changes. Through 
it all, we have prioritized the health and 
well-being of our patients and staff, made 
decisions grounded in facts and science, 
and our entire team has shown up in a 
positive and responsible way to serve 
our communities. We made and continue 
to make a difference. Throughout this 
dynamic crisis every decision made was 
rooted in our mission and values. They are 
and always will be our compass. 

Before COVID struck, QHC completed 
the successful opening of the Westlake 
North health center, a new, larger site into 
which we transferred the Bresee health 
center operations. The operations team was 
also successful in launching initiatives to 
improve customer service and patient flow; 
increase access to services; and streamline 
workflows, which are serving us well 
during the pandemic.

Unfortunately, like most healthcare 
organizations, QHC experienced both 
a decline in patient visits and related 
revenue, and an increase in expenses 
due to the pandemic. However, the rapid 
implementation of telehealth services 

allowed QHC to continue delivering 
care. The impact on revenue was offset 
by a Paycheck Protection Program loan 
and several COVID-specific grants we 
received. We are grateful to Direct Relief, 
L.A. Care Health Plan, Health Net, Inc., 
and JAR Insurance Services for their 
support during this challenging time. 
Telemedicine has become a valuable 
tool for delivering primary care services 
during the COVID-19 pandemic. We see 
it as an effective way to extend our care 
beyond the walls of our health centers to 
our patients throughout Los Angeles’ low 
income communities. Because we expect 
Stay at Home orders to continue for the 
foreseeable future, telemedicine will be 
vital to providing care to our patients in 
need wherever they may be.

Throughout the COVID-19 pandemic, our 
team members continue to provide vital 
services and embody the phrase Health 
Heroes every day. Each one has stepped 
up – in every instance and against any 
obstacle. These individuals make the world  
a better place. You will read about them in 
the pages to follow. 

We are a family of healers, supporters, 
educators, and cheerleaders. With a full 
heart, we thank our entire staff, as well as 
those who support our vision, our values, 
and our mission.

Sincerely,

Barbara B. Hines
Chief Executive Officer

Jay Guerena
Chair, Board of Directors

Barbara B. Hines
CHIEF EXECUTIVE OFFICER
Ms. Hines Joined QueensCare in 1997and was 
named President & CEO in 2009. She holds 
a BS in Management from San Diego State 
University and an MBA in Accounting & Finance 
from the University of Southern California.

Jay Guerena
CHAIR, BOARD OF DIRECTORS
Javier “Jay” Guerena, CPA, joined the Board 
of Directors in 2001. He is serving in his third 
elected term as Chair of the Board. A retired 
partner of a national accounting firm, Jay 
provides consulting services in accounting, 
finance, and operations. He holds a BBA in 
Accounting from Loyola Marymount University 
and an MBA in Finance from the University of 
Southern California.



The COVID-19 Crisis Brought 
Multiple Teams Together

Health 
Heroes  
Mobilize

Dr. Edward Liao, Chief Medical 
Officer, and his team quickly 

developed plans for managing 
patients in the health centers during 
the emergency. L-R: Lilian Menjivar, 

Laura Muñoz, Cristina Poot, Dr. 
Edward Liao, Susanna Garibyan, 

Claudia Rizo, Nvard Boyadzhyan. 
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With the announcement of COVID-19’s arrival in the US, Dr. Edward Liao, Chief 
Medical Officer, and his team quickly developed plans to continue treating patients in 
the health centers during the emergency. This included training in the proper use of 
personal protective equipment (PPE), infection control, triaging of patients, and staff 
quarantine protocols.

As the CDC continually updated its guidelines, the team brainstormed often and adjusted 
best practices for screening. This ongoing dialogue and team “huddles” allowed us to 
develop a living screening tool that could be adapted as CDC guidelines changed. It also 
enabled us to create signage that would communicate the screening protocol to our patients. 

Our partner, QueensCare, stepped up to help. With its school and community programs 
closed, QueensCare’s experienced healthcare staff manned screening stations, tracked 
PPE and responded to patient calls. The QueensCare team included Parish Nurses, 
Community Health Workers, and Dental Assistants. QueensCare’s much needed 
assistance allowed Nyree Morales, Patient Care Manager at the Echo Park health center,  
to lead staff in implementing telehealth:

+Medical Assistants worked with providers to maximize telehealth visits, decreasing 
the number of patients within the center, and providing patients with continuity of care. 
Our optometry department altered workflows to reduce risk of exposure, while taking 
extra precautions to disinfect high touch surfaces and all sample eyewear after each 
use. Finally, our Comprehensive Perinatal Services Program (CPSP) staff instituted 
telehealth services for their vulnerable patients. 

+Our screeners and clinical staff enhanced communication with patients by utilizing 
new functionality in the Electronic Medical Records (EMR) system. This eliminated 
the use of phones, paper, and searching for staff to address urgent concerns. Medical 
Assistant, Deisy Hernandez, designed and tested the new process. 

+Dina Bautista, Patient Services Representative (PSR) and member of the Process 
Improvement Committee, helped restructure the provider empanelment process to 
ensure every patient has a designated primary care provider (PCP) and care team.

+Our Purchasing Manager, Greg Steven, in partnership with health center managers, 
worked tirelessly to source and secure high-demand supplies, such as PPE and Lysol Spray.

Thanks to the Development and Finance teams, we raised nearly $5 million in funding 
to meet increased expenses, including the purchase of hundreds of laptops, tablets, 
hotspots and other equipment needed to work remotely. PPE, increased cleaning supplies 
and services, and social distancing controls added over $1 million in additional expense, 
while experiencing a loss of over 50% in patient visits and revenue. Making judicious, 
rapid-fire decisions in the face of the kinds of challenges COVID presented became  
a daily occurrence.

Gloria Cabrales, Patient Access Center (PAC) Manager and her team demonstrated 
flexibility and adaptability as COVID-19 demanded rapid screening protocols, new 
telehealth appointment processes, and revised workflows. The team quickly pivoted 
to remote work, set up systems for telehealth visits, conducted increased outreach to 
patients, and provided individual patient training sessions to help them learn how to  
use the telehealth tools. 

Top L-R: Zenea Alegria, Cristiana Toribio, 
Nyree Morales, Daisy Aparicio, Deisy 
Hernandez, Vanessa Villa.

Bottom: Cecilia Mitchell, DDS &  
Carla Turner, DDS in full PPE. 
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Total 
Patient Care 
Continues 
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Safety has been a primary 
concern for the organization. 
Marina Snitman, Director of 
Pharmacy, installed plexiglass 
barriers in patient-facing areas to 
protect patients and employees. 
The pharmacies instituted 
curbside pickup and home 
deliveries, filling nearly 120,000 
prescriptions in fiscal year 2020, 
with an average time to fill holding 
steady at under 15 minutes. 

“Strong collaboration between 
leadership and departments got the 
job done,” says Marina Snitman. 
For example, at the East Third 
Street pharmacy, we cross-trained 
QueensCare’s Registered Dental Assistant, 
Angela Garza, to help. At the Hollywood 
pharmacy, QueensCare’s Mobile Vision 
Assistant, Karen Chielens, functioned 
as both a screener and helped with home 
deliveries of patient medications.

“It was a great team effort. Because many 
of the patients served in our pharmacies 
are on multiple medications and struggle 
to understand dosing schedules and 
medication strengths, I am especially 
proud of the entire Pharmacy team who 
went the extra mile to ensure our patients 
could continue to receive the same great 
service and attention to detail they have 
come to expect from us.”

TELEHEALTH 
BECOMES 
A PRIORITY
The impact of COVID-19 on the health 
centers resulted in vast and unexpected 
changes to our traditional patient service 
approach. Telephonic and telehealth 

visits became vital in mitigating 
COVID-19 exposure as they limit the 
spread of the virus to patients, staff, and 
the general community. 

“When the announcement came that 
FQHCs were able to provide telehealth 
services, we quickly assembled a multi-
disciplinary team to set up and launch 
telehealth,” says Chad Vargas. “The team 
consisted of our Chief Medical Officer, 
EHR site specialists, Patient Access 
Managers, Directors of Operations, Nursing, 
Business Services, Quality, Compliance, 
and Information Systems. Each team 
member was empowered to do what they 
needed to do in their area of expertise to 
get their part done. With the help of our 
EHR vendor OCHIN and funding from 
Blue Shield of California, we planned, 
installed, implemented, and launched 
telehealth services in eight business days.” 
The ability to be reimbursed for care 
provided by these modalities will continue 
to be essential to QueensCare Health 
Centers’ financial viability.

The Pharmacy team 
pulled together to 
deliver great service 
to QHC patients 
during COVID-19.

L to R: Basilio 
Antonio, Maria 
Guerra-Manalo, 
Marina Snitman, Luz 
Martinez-Vergara, 
Top Triamwong, 
Nelson Romero.

Staff not pictured: 
Mehrnaz Hakimi, 
Gessica Alfaro, 
Bonnie Parada, 
Karen Dominguez, 
Lizette Robles, 
Lesley Vasquez, 
Bryan Pham, 
Cecilia Wu, Ana 
Ly, Sangeeta Salvi, 
Bahar Alidad, and 
Linda Rojas.

Chad Vargas, Chief Operating  
Officer and Steonée Laskey,  

Director of Operations  
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Health Heroes 
Behind the Scenes

Arnel Mendoza and Larry Chew, 
(pictured here) and Kennedy 

Chukundah, Noriel Ape, and Nelson 
Api ensured that remote workers 

had stable and sustainable network 
access wherever they were.
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The I.S. Team
DEALING WITH THE PANDEMIC
For Arnel Mendoza, Director of Information 
Systems (IS), and his team, the pandemic 
created a whirlwind of new projects and 
activities. In March, the administrative 
offices were closed requiring an overnight 
transition of all administrative staff to 
remote working. Thankfully, the Information 
Systems team were well prepared for the 
change. The IS team began transitioning the 
entire operation to cloud-based systems two 
years earlier. By 2019, Microsoft OneDrive, 
SharePoint, and Teams were implemented, 
in addition to Zoom as the organization’s 
video conferencing tool of choice. 

When “Safer at Home” orders were issued 
in mid-March, office-based staff were 
issued laptops, cameras, hotspots and 
other necessary equipment. Within a 
matter of days, employees were trained on 
new communication protocols, including 
Zoom and Microsoft Teams chat and 
channel communications. This new IS 
infrastructure, which now includes over 75 
remote workers, has remained stable and 
sustainable throughout. 

TELEHEALTH
QueensCare Health Centers’ electronic 
health record (EHR) partner, OCHIN, was 
positioned to quickly implement telehealth 
on its EPIC system thanks to an integration 
with Zoom Health, the HIPAA-compliant 
version of Zoom videoconferencing. 
A previous QHC initiative to increase 
adoption of the MyChart patient portal 
facilitated a rapid rollout. It was no small 
feat that QueensCare Health Centers could 
incorporate telehealth visits after just over 
a week of planning.

CYBERSECURITY 
With the move to remote work, cybersecurity 
became more important than ever. Without 
the protection of a robust internal network 
firewall and with healthcare providers in 
the crosshairs of hackers, the focus shifted 
to the “people firewall” - making sure 
remote workers have a keen awareness of 
information security. Random phishing 
simulations continued for the entire 
organization on a monthly basis. 

THE FACILITIES TEAM
Every department in the organization 
was forced to adapt to the pandemic and 
the Facilities department was not spared. 
Jose Funes, Assistant Facilities Manager, 
and Julio Guadron, Maintenance Lead, 
installed plexiglass at pharmacies, added 
new doors in dentistry, and installed new 
air filter systems in each of the health 
centers. The two also set up systems to 
receive and safely store large volumes of 
PPE, including N95 masks, face shields, 
gowns, gloves, and hand-sanitizer – which 
are critical to the protection of our patients, 
providers, and staff.

THE QUALITY TEAM
During the pandemic, Emma Nkwam, 
Director of Risk and Compliance, and 
Victoria Abcede, Quality Manager (QM), 
worked closely with our management 
team on various projects to ensure 
business continuity including emergency 
management, telehealth implementation, 
COVID-19 testing events, patient and 
employee screening, and safety measures. 

COVID-19 brought a new level of complexity 
in regulatory oversight. Emma and Victoria 
were behind the scenes advising while 
watching to ensure our quality remained 
high despite the frenzy of change the 
pandemic required. In June 2020, QHC 
received Patient Centered Medical Home 
(PCMH) recognition for all five health 
centers by the National Committee of 
Quality Assurance (NCQA). In the midst 
of the pandemic, QHC’s health centers met 
core principles and functions to provide 
comprehensive, patient-centered care, care 
coordination, access to services, and quality 
care and patient safety.

A SPECIAL THANK YOU
 
The QHC team received a number of 
PPE and food donations during this 
Fiscal Year which were very much 
appreciated. They include:

Lunch from Bird’s Nest Café provided 
by Jordan Bender of Goldman Sachs for 
our staff at the Westlake North facility.

PPE provided by Direct Relief; 
Community Clinic Association of Los 
Angeles County (CCALAC); Jordan 
Bender of Goldman Sachs; Mad Engine 
through its GoodWorks initiative; 
Tim Berg, Ceramics Professor, Pitzer 
College; Myers-Berg Studios; Michael 
O’Malley, Sculpture professor, Pomona 
College; Adam Rider, Founder of Flatten 
the Curve, NGO; Marley’s Monsters; The 
Reitman Family, founders of PPE for 
COVID-19; and The Dollar Challenge 
Face Masks Fundraising Movement. 

215 lunches from Border Grill thanks 
to chefs Mary Sue Milliken and Susan 
Feniger as part of CCALAC and World 
Central Kitchen’s “Healthy Lunches for 
Health Care Heroes” initiative.

Top: Jose Funes and Julio Guadron  
organized the health centers’ PPE — 

critical to the protection of our patients, 
providers, and staff.

Bottom: Emma Nkwam and Victoria 
Abcede worked behind the scenes to 

ensure that patient care continued to be 
consistent with NCQA guidelines.



West
lake 
Is 
Open
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The newest QueensCare Health Center 
in the Westlake North neighborhood of 
Los Angeles opened in January of 2020 
at 303 South Loma Drive, Suite 202. The 
opening of this new health center could 
not have happened at a better time, with 
the pandemic about to arrive. Westlake 
North has provided urgently needed 
primary care services to the low-income, 
immigrant, and uninsured populations 
of the local community. Along with the 
East 3rd Street, Echo Park, and Hollywood 
locations, this facility has provided much 
needed COVID-19 testing events to the 
communities we serve. 

The Westlake North location replaced 
our Bresee site, a small facility limited to 
pediatric patients due to its location in 
the Bresee Foundation Youth Center. The 
Westlake North health center provides 
much greater access to care for both 
children and adults, at nearly triple the 
size of Bresee. Westlake North offers 
telehealth services and operates 11 exam 
rooms, delivering pediatric and adult 
primary care, asthma management, clinical 
pharmacy, on-site laboratory services, 
health care enrollment assistance, and 
health education programs. 

The Westlake North Open House in 
December 2019 was a great success. The 
event saw over a dozen community partners 
sharing their resources with community 
members, staff, and special guests.

We welcomed State Senator Maria Elena 
Durazo, who presented QueensCare Health 
Centers with a certificate of recognition 
for our commitment to the community. 
Marina Snitman, Director of Pharmacy 
and QHC, were also recognized by the 
American Heart Association with a Gold 
Achievement Award for controlling high 
blood pressure in over 70% of our adult 
patient population. The award recognized 
our efforts to improve awareness, detection, 
and management of high cholesterol by 
educating and empowering patients with 
evidence-based information and tools. 

“ The Westlake North Health Center is a major 
boost to the local community’s access to 
healthcare. we’re proud to be able to help  
the community with these vital services.”  
—Eloisa Perard 
President of QueensCare Health Centers

This page left: Eloisa 
Perard, President  
and CAO.

Bottom: QueensCare 
and QueensCare Health 
Centers staff welcoming 
the community to our pilot 
COVID-19 Testing event. 

Opposite page: 
The Westlake North 
Open House saw the 
community come 
together to meet our new 
providers, medical staff, 
health advocates, and 
administrative staff in a 
music-filled event with 
nutritious snacks and 
special guests. 
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CONSOLIDATED STATEMENT OF FINANCIAL POSITION* 

ASSETS
Cash and cash equivalents   $ 9,376,000 
Cash whose use is restricted    166,000 
Short-term investments    9,362,000 
Accounts receivable, net of contractual allowances    4,657,000 
Grants receivable    999,000 
Property and equipment, net    13,529,000 
Notes receivable    10,974,000 
Other assets      1,581,000  

TOTAL ASSETS   $   $50,644,000  

LIABILITIES 
Accounts payable and accrued expenses  $ 1,453,000 
Notes payable    19,591,000 

 
TOTAL LIABILITIES    21,044,000    

NET ASSETS
Unrestricted     29,600,000 
Temporarily restricted   -      

TOTAL NET ASSETS     29,600,000   

TOTAL LIABILITIES AND NET ASSETS  $   $50,644,000  

CONSOLIDATED STATEMENT OF ACTIVITIES*  

REVENUES
Net patient service revenues   $ 17,821,000 
Other revenue    6,073,000 
Contributions, including donated goods    4,745,000 

 
TOTAL REVENUES    28,639,000    

OPERATING EXPENSES
Salaries, wages and employee benefits    23,520,000 
Other operating expenses    8,808,000 

 
TOTAL OPERATING EXPENSES    32,328,000   

Change in net assets    (3,689,000)    

Net assets, beginning of year     33,289,000    

Net assets, end of year  $   29,600,000  

FINANCIAL STATEMENTS
For the year ended June 30, 2020

2020

* Excerpted from the 2020 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 $100,000 TO $400,000
Direct Relief
LA Care Health Plan

GIFTS OF $2,500 TO $25,000
Delta Dental
Tom Gladfelter M.D.
Barbara & Patrick Hines
Edward R Liao M.D.

GIFTS OF $10 TO $2,500
Maria Aguilar
Catherine Altares
Amazon Smile Foundation
Donna Anderson
Oneida Andújar
Anonymous
Martha Arias
Marina & Steven Aronoff
Tracey Asa
Dina M. Bautista
BETA Risk Management  
  Resource Fund
Dena Bloom 
Cynthia Borders
Box Collection 
Dorothy Buchanan
Gloria Cabrales
Yuri Elizabeth Casco
Velen Chavez
Rebecca Anne Craemer
Alan Cushman
Art Doi
Quynh Duong
Ken Elliot 
Julia Elterman 
Mark J. Forbes
Denise & Raymond Forgette
Franciscan Sisters of the  
  Sacred Heart
Yasmin Garcia 
Rick Garvin
Nallely Gomez
Maria Josie Gonzalodo-Ramos
Jennifer Griffin
Jay Guerena
Ana M. Guzman

Terry & Ben Hayes
Jeffery & Fran Hermann
Henry Hermann
Ivan Abbott Houston
Otto Keyva
Houry Koushakdjian DDS
Harry Kram, MD
Kroger
Devinder Kumar
Rody N. Lopez
Lisa Maas
Rosemarie B. Macalma
Erica Machado-Cox 
Lillian Mena
Allan Michelena
Nyree Josseline Morales
Derek Mortel 
Nancy Nash
Daisy Pallado
Eloisa Perard
Nhan Pham
Vic & Rhoda Powell
Allison Pulley 
Derek Rae
Angelito Reguerra
Kathryn Riemersma
Manuel Romero
Marina Snitman
Noemi G. Tagorda
Chuck Tapert
Jennifer Tiffer 
Tomoko Toland
Lalitha Vakkalanka
Chad Vargas
Cecilia Vitero
Lori-Anne Vogel

GRANTS & DONATIONS RECEIVED
Thank you for your continued support and generosity

QueensCare Health Centers’ Board of Directors
Top: William Chim, Martha Arias, Jacquelyn Pantoja, Jeffery Hermann, Manuel Romero.
Bottom: Yasmin Garcia, Jay Guerena, Shirley Daniels, Mary Ramos.  
Not pictured: Carmen Andreason, Marina Aronoff, Serina Demirians, Harry B. Kram, M.D., 
Allan Michelena, Ama Neel, Matthew Wells.

Management
Barbara B. Hines 
Chief Executive Officer

Eloisa Perard   
President & Chief Administrative Officer

Chad Vargas   
Chief Operating Officer

Edward Liao, M.D., 
Chief Medical Officer 

Dennis C. Benton 
Vice President of Accounting & Finance 



“ You are heroes,  
and our entire 
community is 
immensely grateful 
for your commitment 
to end health 
disparities during this 
unprecedented time.” 
—Barbara B. Hines 
CEO



Without the generous donations of 
individuals like you, QueensCare Health 
Centers could not carry on its essential 
mission of providing access to primary 
healthcare, reducing disparities in care, 
and improving health in the communities 
we serve. Now more than ever, our 
healthcare workers are called upon to 
make a difference during this COVID-19 
health crisis. 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 acknowledgment to 
confirm your tax-deductible donation.
 

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

DONATION
HELP US 
RISE TO THE 
CHALLENGE

Opposite page top row: Caesar Guerrero; Susanna 
Garibyan; Laura Muñoz; Middle row: Laura Muñoz; 

Malik Blount; Bottom row: Velen Chavez;  
Nvard Boyadzhyan; Geina Johnson.  

This page: Maria Marrufo; Elizabeth Salgado;  
Courtney Gordon, Director of Nursing.



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
213.858.5126

ADMINISTRATION
950 South Grand Avenue
2nd Floor South
Los Angeles, CA 90015
323.669.4301

 /QueensCareHealthCenters

 @QueensCareHC

@QueensCareHC

QueensCareHealthCenters.org

Clockwise from top left: Sandra Guzman;  
Mehrnaz Hakimi; May Osman; Raquel Zeledon; 

Deisy Hernandez & Vanessa Villa; Lizette Robles.   


