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where     quality speaks
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The word “quality” is so overused in today’s 
mainstream society that it seems to have lost much of 
its meaning. Many feel the word “quality” is especially 
overused in the world of health care. 

Maybe the issue isn’t that the term is overused, 
perhaps it’s just misunderstood. 

Public apathy about quality could be attributed to the 
fact that so many hospitals claim to have it, but few 
spend time actually helping patients understand what 
determines quality. 

How is it measured? Who has it (and who doesn’t)? 
How do you make good decisions based on that 
information?

I believe it is the job of every hospital to help the 
communities they serve become better consumers of 
the care we provide. 

Think about it. Savvy health care consumers are 
healthier people. And when you have your health … 
you can be more productive, more generous with your 
time, talent and treasure, more active, more engaged, 
more creative, and so on. 

Our goal is to be where you need us in health, in life 
and in the community. We take our jobs seriously, 
because our work directly impacts this community’s 
unique and stellar quality of life. 

At North Ottawa Community Health System, we 
measure quality in three ways: 

• the credentials and experience of the people giving 
the care

• how well we meet or exceed state and federal  
standards

• did our care improve the patient’s life and well-
being … whereby contributing to our community’s  
quality of life as a whole.

In the pages that follow, members of the community 
give you their take on NOCHS’ quality. We hope this 
helps create a broader understanding about what we 
do and how well we do it as told by the people who 
experience it every day.

Now that you know … we hope you do your part, as 
a consumer, to support NOCHS. There are numerous 
ways to do so … seek your services here, contribute 
philanthropically, volunteer your time and recommend 
us to friends and family. 

In good health,
Shelleye Yaklin

President and CEO
North Ottawa Community Health System

where     the community comes for health

North Ottawa Community Health System
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where     care is ahead of the curve

”Being an independent health system isn’t a rite of 
passage. It must be earned, nurtured and supported 
by the community it serves.

• NOCHS is among only 9% of community hospitals 
nationwide that have met the federal government’s 
mandate to install and use Electronic Medical Records 
in 2011. And we didn’t just achieve that under the wire, 
we’ve had EMR in place for more than a year.

• Publicly available data originating from the Center 
for Medicaid and Medicare Services on various data 
aggregating Web sites show NOCHS is consistently on 
par or better than Grand Rapids and lakeshore hospitals 
in terms of quality ratings for overall hospital care.

• In fact, NOCHS reached an all-time high with its 
patient satisfaction data with overall scoring at its best 
in 12 years – setting the benchmark in the specific 
areas of Emergency Department, Operating Room and 
Rehabilitation.

Although NOCHS has been a private, non-profit 
entity for awhile now, we were founded as a hospital 
authority 90 years ago, which put in place a covenant 
with the community that is honored to this day. 

Our mission is to achieve community wellness 
through relationships, resources and personalized 
service. We provide personal, trusted, life-long 
medical care and guidance for our neighbors, 
family and friends.

The people who work here aren’t just serving 
the community, they ARE the community. And 
who better, than the community itself, to know 
what services are needed and how they should 
be delivered? Continued autonomy through 
independence is a promise to ourselves and to you.

Dick Yount, NOCHS Board Chair

Dick Yount | NOCHS Board Chair

• We’ve actively recruited 27 physicians to join NOCHS 
medical staff with notable additions in the areas of 
primary care and orthopaedics. 

• And with all of that investment we still, consistently 
provide that care at a lower cost and better overall value 
than others to the north, south or east. That’s important 
not only to employers facing annual, double-digit health 
care premium increases, but also to patients who are 
bearing more and more of their own health care costs 
each year. 

While our Board of Directors is always proud of our 
quality measurements and patient satisfaction scores 
… our Hospital Value Index ™ Award for Best in Class 
recognizing our high quality at the lowest cost is of 
particular significance amidst reform and during these 
tough economic times.

This past year, we have been good stewards of your local health care resource in many ways, putting us ahead of the curve 
nationally, statewide and locally.

North Ottawa Community Health System

NOCHS gave 3,615 flu shots 
community wide in 2010

To learn more about this and other achievements, visit our Web site, www.noch.org.
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where     quality of life flourishes

North Ottawa Community Health System is one of the key reasons our community was ranked as the nation’s safest place 
(#1) and happiest place (#2) in a 2010 Gallup Poll.

NOCHS educational outreach and primary care physician groups do wonders to help us stay healthy in the first place. 
But when people in this highly active community find they have a medical need, local access to emergency, surgical and 
diagnostic services ensure we can provide expert care, quickly.

How many communities our size can boast having not just a local hospital, but a health system with a full continuum 
of care? The hospital itself, in addition to retail pharmacy, in-home care nursing and equipment, hospice, an EMS fleet, 
urgent care and primary care physician groups provides most of the care a person needs throughout their lifetime.

Local health care is very important to companies and talented individuals looking to make Northern Ottawa County their 
home. It’s also very important to people who make Grand Haven their second home and those who visit us during peak 
season.

In and of itself, NOCHS gainfully employs nearly 800 people, who collectively earn $34 million annually. And with nearly 
90 percent of its employees living right here in the heart of our community, we know that much of their earnings are re-
invested locally boosting things such as retail sales, restaurant traffic and philanthropic donations.

North Ottawa Community Health System

Critical resources, like 
NOCHS, help our community 
set a national standard for 
quality of life.

The diffusion of technology and skill is alive and well in community hospitals. Here, what’s next (cutting-edge technology) 
and who’s next (renown physicians) provide care that is, literally, next door. 

Did you know that NOCHS was the first hospital on the lakeshore to have Breast MRI as well as minimally invasive total 
knee replacement with computer-guided navigation? Did you know that its 64-slice CT Scanner not only offers patients 
the lowest dose of radiation but is powerful enough to look at 4-D images of the heart? It’s all true and it’s all right here 
locally.

In this day and age, many physicians have privileges at multiple hospitals. This is especially true in a region, like ours, that 
has such a dense population. Like many hospitals around here, we share physicians with larger hospitals, so in many cases 
patients out here are seeing the exact same, highly credentialed physicians available in Grand Rapids and elsewhere.

We have physicians who have earned their medical degrees or trained at places such 
as Johns Hopkins, Mayo Clinic, Naval Medical Center, University of Michigan, Loyola, 
Vanderbilt, Beth Israel Medical Center, Duke University, Cornell University, Michigan State 
University, Tulane University, Temple University, Emory University, Henry Ford Hospital, 
William Beaumont Hospital … the list goes on.

So many physicians, like me, want to come here and practice exclusively because NOCHS is 
an optimal place to work and Grand Haven is a community with unparalleled quality of life 
for our families.

Taking the best and personalizing it for our community is how we ensure we’re not only on 
par with major cities – but in many ways, we’re better. I wouldn’t be here otherwise.

where     great doctors choose to practice

Joy Gaasch | Chamber of Commerce President

Dr. Timothy Barron 
NOCHS Chief of Staff

”“The university setting isn’t the only place 
for high quality care.

NOCHS has 224 physicians in 33 specialities 
with NOCHS owned primary care physician groups. 
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As NOCHS’ Student Volunteer Coordinator, I mentor young people to help them get a sense of what it means to give of 
yourself while gaining exposure to one of the fastest growing industries in America. I’ve seen so many successful careers 
begin right here at NOCHS and feel proud that we have not only imparted knowledge, but the life-long passion for health 
and well-being in those kids.

Our Auxiliary members and volunteers, like me, donate more than 24,000 hours of service a year here at the hospital and 
at NOCHS’ Heartwood Lodge skilled nursing facility. It is a pleasure and honor to have been with NOCHS serving our 
community for more than 26 years.

Because of my service here at NOCHS, I know first-hand just how wonderful a place this is. How talented the staff and 
doctors are. How well-appointed the facility is. And how we all work together to provide the best, possible experience for 
all who come here. That’s why I am also a patient of NOCHS.

I had hip replacement surgery here this past year and the result was excellent. I was back to work and volunteering in just 
three weeks! The people working at NOCHS live in this community, too. They treat you like family, because in many ways, 
we are! They coordinated everything I needed before I even got to the hospital – including financial counseling, orders for 
home equipment and pharmaceuticals as well as scheduled post-operative home nursing and therapy appointments. 

Being so close to home is convenient in many ways, too. My family could be by my side through my stay at the hospital. 
The In-Home Care staff brought a walker and home-aid hip kit right to my room before I left. Best of all, I don’t have to 
travel far for therapy or doctor’s office check-ups -- it’s all right here. What a gift.

We don’t know where 
we would be without our 
volunteers!

NOCHS has 291 volunteers that 
work in our hospital, care center and 
hospice facilities.

North Ottawa Community Health System

I love this health 
system so much that I 
am both an employee 
AND a patient here. 

24,049 volunteer hours were generously 
donated to NOCHS last year. 

where     they know me

Mary Teasley
NOCHS employee, volunteer & patient



As the President of the Grand Haven Community Foundation, I am charged with the responsibility of connecting 
philanthropic support to the areas of greatest need. We harness passion, inspire change and find ways to positively impact 
our community for generations to come. In short, we advance quality of life for those who live and visit here. 

That is a mission we share with the vital community resource that is our local health system. We are both trusted stewards.

Those who give to the foundation know their dollars will be wisely invested right back into the community. Did you know 
the same is true for NOCHS?

When you seek health care locally, with local doctors and inside any part of NOCHS’ continuum, you have done two 
important things -- you have wisely invested in yourself and in the community. 

NOCHS’ quality and physician credentials outranks what you’ll find at most other area health systems -- you can trust in 
their ability to care for you. Beyond that, when you choose NOCHS for your care, you are supporting 770 people’s jobs. 
You are also helping to fund NOCHS’ annual reinvestment back into the community that totals millions of dollars each 
year by way of community benefits that enhance quality of life for so many. 

Just like the Foundation’s Board of Trustees, NOCHS’ Board is comprised of local business leaders who call our community 
their home. As such, they have first-hand knowledge of where the need is ... and a personal understanding of our 
community’s unique culture.

I ask you to join me and so many others in supporting NOCHS. We all own this valuable asset. And it’s something of which 
we should all be very proud. 

Visit www.noch.org and click 
on DONATE today!

North Ottawa Community Health System

Feeling inspired to give? Make a tax 
deductible donation to NOCHS. 

Every gift is appreciated and makes 
a difference. 

where     giving is receiving

Ann Tabor | President | Grand Haven Community Foundation

“ ”
When you choose NOCHS, 
you have invested in our 
community and the quality 
of life we all share. 
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by the numbers 

But amidst our prosperity, there is, indeed, a growing population of underserved people living here. Current economic 
times have made that fact more evident than ever.

Two years ago, NOCHS, Love INC. and a number of other organizations began working with Ottawa County Health 
Department officials to analyze the changing health needs throughout our county. In our area, we identified a definite 
need to begin providing free primary care services for a growing number of uninsured residents, as well as a need for an 
integrated transitional housing and counseling center to help that same population. 

NOCHS was instrumental in helping Love INC. bring both of those services to the community last year.

First, at the Free Health Clinic, NOCHS helped recruit an entirely volunteer clinical staff that includes doctors, nurses and 
physician assistants. They see 12-15 uninsured patients a week seeking primary care services. 

With a physician order, NOCHS also provides totally free basic lab work and x-rays at its main hospital campus. In cases 
where patients need more complex procedures or imaging work, NOCHS helps them navigate the charity care process or 
provide financial counseling for those who can afford a payment plan.

In all, NOCHS has provided the Clinic with 600 free doses of flu vaccine, and more than $15,000 worth of free images and 
lab tests.

NOCHS also worked tirelessly to provide a favorable purchase price for Love INC. to buy 
its former nursing home building on Despelder Ave. Through a land contract, Love INC. 
has taken ownership to begin building our Ministry Center that will educate, counsel 
and temporarily/transitionally house those in need. The Ministry Center and Free Health 
Clinic would not have been possible without NOCHS’ stewardship. 

I know these initiatives with Love INC. are but two examples of the significant community 
benefit investments totaling 8.3 million dollars NOCHS made this year in the form of 
charity care, bad debt, Medicare and Medicaid reimbursement shortfalls and providing 
free programs and educational services. 

We are proud to partner with such a forward-thinking and benevolent institution, which 
understands that quality of life is something every citizen deserves.

Eric Morgan
Executive Director
Love INC.

Northern Ottawa County is blessed in many ways … a Lake Michigan sunset 
each night, bustling shopping districts, miles of hiking trails, award-winning 
public schools, thriving companies …

where    our community benefits 

North Ottawa Community Health System

NOCHS donated 600  
flu vaccines to the free 
health clinic last year.

Ancilliary 
775,946 Lab Tests
44,047 Imaging Procedures
44,282 Physical Therapy Treatments
3,530 EMS Runs
7,985 Urgent Care Visits
3,215 Community Flu Vaccines
104 Free Blood Pressure Screenings
40,284 Prescriptions filled
            at Dunewood Pharmacy

Hospital
1,765 Admissions
5,705 Patient Days
307 Births
3,473 Surgical Cases
16,088 Emergency Cases

Heartwood Lodge
28,805 Resident Days
350 Residents Served
944 In-Home Care Admissions
709 Hospice Outpatients Served
16,040 Hospice Outpatient Days 
130 Hospice Inpatients Served
2,098 Hospice Inpatient Days

Statistics

People
774 Employees 
224 Physicians
291 Volunteers

10%
BLUE CROSS

35%
MEDICARE

27%
THIRD-PARTY 
PAYERS

15%
SELF-PAY

13%
MEDICAID

Payers

While some reports indicate the economy is showing signs of recovery, most communities – including ours – continue to 
feel the impact of lost jobs, lost insurance and diminishing investments. We have always and will continue to provide care 
to anyone who needs it, regardless of ability to pay. That is our mission. Also part of our mission is to identify needs out in 
the community where NOCHS can provide assistance. We are honored to have worked with county and local agencies this 
past year to ensure health care access for all through the Free Health Clinic. 

Beyond that, we support many other organizations throughout the community 
with program sponsorships that further their efforts to provide even more 
assistance. 

We live here, too. We know the uniqueness of this community and where the 
need is. So, when you choose NOCHS for your own services, you’ve made a 
investment in quality of life for the entire community.



North Ottawa Community Health System (NOCHS) and our full continuum of care is re-defining community health. 

We invite you to reconnect with NOCHS:

See our doctors at North Ottawa Family Practice, North Ottawa Women’s Health and North Ottawa Internal Medicine
CHooSe our services 
PLedge your time 
MAke a donation 

… by finding us on the Web for more information @ www.noch.org.

MedICAL SeRVICeS
North ottawa Community Hospital
1309 Sheldon Road | Grand Haven
Phone: 616.842.3600

Urgent Care Center
1091 S. Beacon Blvd. | Grand Haven
Phone: 616.604.0096

Heartwood Lodge
North ottawa Care Center
18525 Woodland Ridge Drive | Spring Lake
Phone: 616.842.0770

Hospice of North ottawa Community
18525 Woodland Ridge Drive | Spring Lake
Phone: 616.846.2015

In-Home Care Nursing 
18525 Woodland Ridge Drive | Spring Lake
Phone: 616.847.9090

PHySICIAN offICeS
North ottawa family Practice
Dr. James Postema
1310 Wisconsin St., Ste. 301 | Grand Haven
Phone: 616.847.1860

North ottawa family Practice
Dr. Raymond Rabideau
Anne Zuidema, NP
Tania VanDyke, NP
600 Park Avenue | Grand Haven
Phone: 616.842.4220

North ottawa family Practice 
& Sports Medicine
Dr. Larry Poel
Carrie Roberson, PA
302 S. Beechtree Street | Grand Haven
Phone: 616.846.8570

North ottawa Internal Medicine
Dr. Jennifer D. Sandy
Dr. Marilena Oravitan
Theresa Pebbles, PA
1310 Wisconsin St., Ste. 103 | Grand Haven
Phone: 616.844.4701

North ottawa Women’s Health
Dr. Gary Robertson
Dr. Evon Schexnaydre
Dr. Sarah Arnold
Dr. Tabatha Barber
Deb DeGram, CNM
Courtney Hilbert, CNM
1445 Sheldon Road, Ste. 301 | Grand Haven
Phone: 616.847.2500

CoMMUNITy ReSoURCeS
dunewood Pharmacy
1445 Sheldon Road, Suite 104 | Grand Haven
Phone: 616.842.5193

In-Home Care equipment
1310 Wisconsin Street, Suite 100 | Grand Haven
Phone: 616.846.0360 

Community education
1310 Wisconsin Street, Suit 103 | Grand Haven
Phone: 616.844.4659

In-Home Care Pharmacy
1309 Sheldon Road | Grand Haven
Phone: 616.847.5504

ANCILLIARy SeRVICeS
Millpoint Health Center
Lab | X-Ray | Physical Therapy
601 Savidge | Spring Lake
Phone: 616.847.5382

Stanton Crossings
Lab Stanton Crossings Draw Site
15151 Stanton Street | West Olive
Phone: 616.847.5382

Third Avenue family Clinic
Lab East Draw Site
14 N. Third Avenue | Fruitport
Phone: 616.865.3602

RECOGNIZE SOME OF THE FACES ON THE COVER OR INSIDE THIS REPORT? 

The reason why is because they are all members of our community. We hope their faces and stories inspire you to get to 
know what NOCHS is all about these days.

where    you need us most. 



North Ottawa Community Health System
1309 Sheldon Road | Grand Haven | www.noch.org

f Find us on facebook 
North Ottawa Community Health System


