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Measures of Caring
At Elmhurst Memorial Healthcare, our mission is a direct reflection 
of our 78-year old tradition of caring for our neighbors – the people
and families who live in our surrounding communities. Our mission 
is our commitment, our responsibility, and quite simply – the 
reason we’re here.

To assure that we continue to do all of these things, we are involved in
a never-ending process of self-improvement. And we have developed
systems and measures to track our progress along the way.

We believe that it is our responsibility to keep our communities
informed about that progress as we continue to work to fulfill our 
mission. This Report Card to Our Community provides information
about how we’re doing as we work toward our goals. It addresses our 
clinical quality indicators, our patient satisfaction measures, our
finances and some of the contributions we’ve made to the community.

Elmhurst Memorial Healthcare is dedicated, committed and in the 
business of caring for patients with high quality healthcare. It is 
our responsibility to seek out new and better ways of doing what
we do, and it is our pleasure to share with you some of the progress

we’ve made.

Very sincerely,

Leo F. Fronza, President/CEO
Elmhurst Memorial Healthcare

Joel Herter, Chairman
Elmhurst Memorial Hospital
Board of Trustees

Part of that commitment is the assurance that we provide care
safely, that we live up to the expectations of our patients, and
that we remain financially strong so that we can continue to
invest in needed facilities and new technologies.

Robert Soukup, Chairman
Elmhurst Memorial Healthcare
Board of Trustees

Elizabeth Shangle, M.D., 
President
Elmhurst Memorial Hospital
Medical Staff
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To enhance the health 
of the communities 
and customers we serve.
Elmhurst Memorial Healthcare Mission Statement

Leo F. Fronza
President/CEO
Elmhurst Memorial
Healthcare

Elizabeth Shangle, M.D.
President
Elmhurst Memorial
Hospital Medical Staff

Robert Soukup
Chairman
Elmhurst Memorial
Healthcare
Board of Trustees

Joel Herter 
Chairman
Elmhurst Memorial
Hospital 
Board of Trustees
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That’s why Elmhurst
Memorial Hospital 
participates in several quality
of care initiatives – involving
hospitals, hospital 
associations, consumer and
purchaser groups, quality
organizations, accrediting 
bodies and government 
agencies. These efforts were
launched with the goal of
providing useful information
to the public so that patients
and families can make well-
informed decisions about
their medical care.

Ten performance indicators
are used to measure quality
provided in heart attack care,
heart failure and pneumonia
care. We continue to work
diligently to ensure that our
measures on each of these
indicators meets our high 
standards of quality care.

Measures of Clinical Excellence
The public reporting of hospital clinical outcomes has gained a 
significant amount of attention in recent years and for good 
reason. Public reporting can give patient consumers access to
important information about the quality of care provided in our hospitals. 

As an organization entrusted with caring for patients, we feel strongly 
that it is our utmost responsibility to ensure the safety of those 
we care for and quality of care we provide.

Colleen Sperando, RN
Program Manager,
Emergency DepartmentJohn Cahill, M.D.

Cardiology
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Quality Measures

Heart Attack Care___________________________________________________________

ACE Inhibitor for LVSD 93% 78% 86% 100%

Aspirin at arrival 100% 95% 90% 100%

Aspirin at discharge 99% 94% 89% 100%

Beta blocker at arrival 98% 90% 89% 99%

Beta blocker at discharge 98% 91% 90% 100%

Heart Failure Care__________________________________________________________

ACE Inhibitor for LVSD 92% 76% 86% 99%

Assessment of left 97% 84% 87% 99%
ventricular function

Pneumonia Care_____________________________________________________________

Initial antibiotic timing 86% 71% 73% 84.4%

Oxygenation assessment 100% 99% 95% 99%

Pneumococcal vaccination 73% 38% 47% 57.5%

Top 10% of
Hospitals 
Submitting
Data
Scored Equal
to or 
Higher Than

Top 50% of
Hospitals 
Submitting
Data
Scored Equal
to or 
Higher Than

Jan ‘03
to
Dec ‘03
Elmhurst
Memorial
Hospital

Jan ‘04
to
Mar ‘04
Elmhurst
Memorial
Hospital
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Nation (4.01)

EMHC (4.22)

1      2        3        4        5

Nation (4.09)

EMHC (4.43)

1      2        3        4        5

Nation (4.09)

EMHC (4.48)

1      2        3        4        5

Nation (4.09)

EMHC (4.40)

1      2        3        4        5

Kristy Hayes
Patient Care Technician,
Nursing Support Services

Inpatient
Fiscal Year 2004

Outpatient Services
Elmhurst Memorial Hospital
Fiscal Year 2004

Outpatient Services
Elmhurst Memorial Center for Health
Fiscal Year 2004

Outpatient Surgery
Elmhurst Memorial Hospital
Fiscal Year 2004

Measures of Satisfaction
Ensuring that we’re living up to the expectations of our
patients and their families is one of our greatest 
priorities. We measure and monitor patient satisfaction
through a process of telephone surveys with patients and
families who have recently received service at one of our
facilities. A randomly selected sample is called and asked
to answer a series of questions about their experience with
us, whether it was for open heart surgery or a mammogram,
a routine visit to an Elmhurst Clinic physician or an 
unexpected visit to the Emergency Department.

Whatever your reason for entrusting your care to us, it is
our absolute conviction that we do everything we can to
live up to your expectations and provide you with the 
caring service you deserve and expect.

Patients rate their satisfaction with our care on a scale 
of 1 to 5, with 1 being very dissatisfied and 5 being
extremely satisfied. We can compare our scores to those
that are received nationally on a similar survey.
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High Marks From
Satisfied Physicians
We have a commitment at Elmhurst
Memorial Healthcare to provide 
physicians on our medical staff with 
the best possible place in which to 
practice medicine. In keeping with
that commitment, we regularly 
measure the satisfaction of doctors on
our medical staff with our services. 

A survey was conducted this year by
Professional Research Consultants
(PRC), a national healthcare research
firm. Scores placed EMH’s nursing
care among the top 10 percent of 
hospitals that PRC surveys across the
country. PRC recently honored EMH
nursing staff with its “Five-Star
Award” at their annual conference in
Orlando, Florida.

1      2        3        4        5

Nation (3.69)

EMHC (4.03)

Nation (4.36)

EMHC (4.50)

1      2        3        4        5

EMH 2004 (83.5)

EMH 2000 (81.6)

EMH 1997 (78.1)
PRC National Mean
(79.0)
0            50             100

Mingee Kim
Teen Volunteer

Emergency Department
Fiscal Year 2004

Physician Office, Elmhurst Clinic
Fiscal Year 2004

Mean scores are calculated from 
“excellent” = 100 to “poor” = 20

Overall Evaluation of 
Elmhurst Memorial Hospital

Tom Hatting
Pharmacist, 
Elmhurst Memorial
Center for Health
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Measures of Financial Health
Elmhurst Memorial Hospital is a not-for-profit hospital, governed by
a volunteer Board of Trustees. That means that, like all not-for-profit
healthcare organizations, Elmhurst Memorial Hospital reinvests all
of our excess revenue – into the community, into our facilities or
into new equipment and technology. 

Days Cash on Hand
Days cash on hand is a commonly used measure of financial health.
During our most recently completed fiscal year, Elmhurst Memorial
Hospital had 431 days
cash on hand. Moody’s, a
well-known provider of
financial information, uses 
a guideline stating that 
A-rated companies should
have at least 160 days cash
on hand.

Every Dollar We Earn
For every dollar of revenue Elmhurst Memorial Hospital received to
provide care in fiscal year 2004, 86 cents went toward running the
Hospital (salaries and benefits for our staff, purchasing supplies,
maintaining our facilities and equipment, etc.). Excess revenues
were used to provide free and charity care to the community 

(8 cents), and reinvest in our 
buildings and equipment, and debt
reduction (6 cents).

2002        2003      2004   

354
413 431

number
of days

500

400

300

200

100

0

6.0 cents capital reinvestment 
and debt reduction

8.0 cents charity and free care

86.0 cents operations

Nancy Bryson
Director, Patient
Business Services

report card  10/1/04  10:03 AM  Page 8



Financial Summary
“The A2 rating continues to reflect EMH’s strong liquidity 
position and a leading market share in an affluent area of the
Chicago suburbs. The stable outlook highlights three years of 
operating improvement resulting in strong financial results in FY03.”

Moody’s Investor Service, 2004

New Technology Acquired
Advances in technology continue to move rapidly in the healthcare 
environment. Part of our commitment and responsibility to our 
communities is the assurance that we provide leading-edge equipment and
technologies – helping us to deliver the best possible care. In 2003-2004,
some of our biggest capital purchases included the following:

Expansion of the Emergency Department $2,657,000
New Magnetic Resonance Imaging Equipment $1,930,000
Fetal Monitoring System $1,012,000
Linear Accelerator for Treatment of Cancer $2,500,000
Automation of Laboratory $   422,000

Unaudited
Fy04

742,405
8,190

750,595

482,993
21,157

504,150 

246,445

133,905
97,208

231,113

15,332

(in thousands)

Gross Charges
Other Revenue
Total

Amounts not paid by:
Medicare*, Medicaid, 
Managed Care & Other
Charity & Free Care
Total Adjustments to Revenue

Net Revenue

Operating Expenses
-Salaries & benefits
-Other Operating
Total

Total Amount Available 
for Reinvestment

Rick Adrian
Manager,
Decision
Support,
Financial
Planning and
Control

= 67 percent of gross revenue

= 6 percent of net revenue

*Medicare pays EMHC 75 cents for each dollar of expense.
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Measures of 
Community Commitment
Last year, Elmhurst Memorial Healthcare
touched the lives of many people in the 
community – through 19,000 inpatient 
admissions, 345,000 outpatient visits, 46,000
Home Health/Hospice visits and 190,000
Elmhurst Clinic visits.

But services provided by Elmhurst Memorial
Healthcare extend well beyond what might 
immediately come to mind when you think of a
hospital. Everyone recognizes the value of a 
hospital as a place to go if you get sick, if a baby
is on the way or if you have an accident. 

Hospitals are also vital to our community’s
economy. They provide jobs, and healthcare 
workers are major consumers of goods and 
services provided by local businesses. The
American Hospital Association reports that 
hospitals directly or indirectly support one of
every nine jobs in the United States and that
hospitals remain a stable source of job growth,
even during times of economic stress.

Hospitals also provide countless numbers of 
services that help people stay well – prenatal
classes, screenings and health education classes.
A Report Card to Our Community wouldn’t be
complete without taking a look at a few of the
other contributions we’ve made this year.

• Elmhurst Memorial Healthcare employs 3,218 
people – making the organization one of
DuPage County’s biggest employers.

Paul Jackson
Corporate
Sales
Manager,
Elmhurst
Memorial
Occupational
Health
Services

Mary Moran, RN
School Nurse
Coordinator,
Community
Services
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• As a community hospital, Elmhurst Memorial
Hospital cares for more than local residents. We
also care for area-wide businesses and their
employees through a dedicated Occupational
Health Services program. The program was
formed in the mid-80s, and since then, it has
grown from 25 contracted employers per year 
to more than 1,000.

• Elmhurst Memorial Hospital provides contracted
school nurse services to the 7,410 students of
Elmhurst School District 205.

• Our Speakers Bureau program provided expert
speakers on a variety of health topics to 65 
community groups, churches, schools and 
service organizations last year.

• The Hospital provides a wide variety of wellness
education classes each year. In fact, 8,155 
community residents participated in one 
of our classes last year. We also provided health 
screenings for the early detection of illness to
1,225 participants. Another 2,679 community
residents took advantage of our free blood 
pressure checks.

• Elmhurst Memorial Healthcare offers a Health
Education Resource Service with two sites, one
in downtown Villa Park and one at the Elmhurst
Memorial Center for Health. Plans are underway
for a third site in the new Elmhurst Memorial
Lombard Health Center due to open in the 
spring of 2005. The centers are based on a 
philosophy that given the education and tools to
improve their health, people will make more
informed healthcare decisions. Since the centers
opened, they have provided classes and 
programs, health information, and the services of
a health educator to thousands of visitors.

Susan Earley, RN
Health Educator,
Community
Services
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Elmhurst Memorial Hospital
200 Berteau Avenue
Elmhurst, IL 60126
(630) 833-1400

Elmhurst Memorial
Business Operations Center
855 North Church Court
Elmhurst, IL 60126
(630) 833-8200

Elmhurst Memorial
LifePlan Center
186 South West Avenue
Elmhurst, IL 60126
(630) 782-4950

Elmhurst Memorial
Center for Health
1200 South York Road
Elmhurst, IL 60126
(630) 758-8000

Elmhurst Memorial
Addison Health Center
303 Lake Street
Addison, IL 60101

Elmhurst Clinic
172 Schiller Street
Elmhurst, IL 60126
(630) 834-1120

Elmhurst Clinic
Carol Stream Office
501 Thornhill Drive
Carol Stream, IL 60188
(630) 668-0078

Elmhurst Clinic
Wood Dale Office
236C East Irving Park Road
Wood Dale, IL 60191
(630) 860-1622

Elmhurst Memorial
Health Education Center 
for the Community 
of Villa Park
318 South Ardmore Avenue
Villa Park, IL 60181
(630) 993-0881

Elmhurst Memorial
Guidance Services
183 North York Road
Elmhurst, IL 60126
(630) 941-4577

Elmhurst Memorial
Occupational Health Services
806 Thorndale Avenue
Bensenville, IL 60106
(630) 993-5393

Elmhurst Memorial
Lombard Health Center
130 South Main Street
Lombard, IL 60148
(Coming – Spring 2005)

Visit our site at: www.emhc.org

Elmhurst Memorial Healthcare
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