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Leadership Message

We are delighted to share our new strategic plan with you.  

Cabarrus-Rowan Community Health Center (CRCHC) develops a new strategic plan every three 
years to inform and guide our important work. Each plan is developed to prioritize work that ad-
dresses identified community needs, within an evolving healthcare and policy environment.

The process of conducting strategic planning allowed CRCHC to proactively assess the external 
and internal environment for emerging trends, expectations and issues. The resulting plan builds 
on and enhances our capacity to nurture a culture that supports health, wellness and community 
responsibility for taking care of each other, and the individuals and families we serve. 

While CRCHC has historically focused on expanding access, this strategic plan focuses on not only 
increasing access to care, but transforming how that care is delivered in order to improve health 
outcomes, patient satisfaction as well as the efficiency of service delivery. We take pride in the 
initiatives highlighted in this report, and we extend our deepest gratitude to our dedicated staff, 
Board Members, and community partners for the role they all play in the continued success of the 
Clinic.

With the positive changes we are making for our patients and staff, we are excited for what’s to 
come and look forward to enhancing services to meet the growing demands of the communities 
we serve. 

Yours in good health,

     
 Kim Wagenaar    Robert Freeman
 Chief Executive Officer   Chairperson, Board of Directors
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About CRCHC

Founded in 2006 as a Federally Qualified Health Center funded under Section 330 of the Public 
Health Service Act, Cabarrus Rowan Community Health Centers (CRCHC)  has served as a medical 
home for those most in need.  A non-profit organization governed by a community Board of Direc-
tors, CRCHC is a critical component in the regional healthcare system and functions as a major safety 
net provider in the region,  providing comprehensive care for over 7,000 patients annually.

The current services provided by CRCHC include:Primary Care for Adults & Children, Behavioral 
Health Services, Medication Assistance, and Community Education & Outreach. All programs and 
services target high-need populations including those with low-incomes, the uninsured, Medicaid 
and Medicare enrollees, refugees, the elderly and children. In 2016, over 50% of the patients served 
by CRCHS were uninsured.

CRCHC current operates four primary care centers in Cabarrus and Rowan counties:

McGill Family Medicine Logan Family Medicine
202D McGill Avenue, NW

Concord, NC 28025
704.792.2242

298 Lincoln St, SW
Concord, NC 28025

704.792.2313

China Grove Family Medicine Northern Rowan Family Medicine
308 E. Centerview St.

China Grove, NC 28023
704.855.5200

300 N. Salisbury Ave
Spencer, NC 28159

704.216.2630
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Approach & Process

Mission, Vision &
Values 

What you do, for whom
and how.

Environmental

Assess the internal &
external environment.

Evaluation

Assess & Adjust.

Actions

What you need to do to
achieve the strategies.

Goals

What the CRCHC will do
to advance Mission.

Strategies

What needs to be done
to achieve those goals.

Strategic planning provides an organization with a planned framework, and prioritized goals and actions to fulfill its 
mission and aspire to its vision. Strategic planning creates a clearly-defined direction that guides an organization -- its 
board, management and staff. The outcome of the strategic plan is improvement in the quality of patient services, be-
cause the Plan is used to continually evaluate the organization’s impact,  helping the organization increase results and 
improve where outcomes count.

For strategic planning to be effective, it is critical that it is conducted in the context of the community it serves and not 
in a vacuum. This is particularly important in the healthcare environment where change is dynamic and occurring at a 
rapid pace. 

With these critical factors in mind, the CRCHC strategic plan process included a review of the Mission, Vision & Val-
ues; Environment; and the development of Goals, Strategies & Actions. The Board and Leadership staff will continue to 
evaluation, assess and adjust the strategic plan on a regular basis, creating a “living” document that is responsive to the 
changing healthcare environment.
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Approach & Process

CRCHC engaged the services of a Planning Consultant familiar with federally qualified 
health centers. The Chief Executive Officer directed the overall planning process, with 
guidance & facilitation of the Consultant.

An on-site Comunity Stakeholder Focus Group with key representatives of agencies, 
community partners and hospitals also serving the CRCHC service area.

A Planning Retreat was held with the Strategic Planning Team to identify CRCHC 
strengths, weaknesses, opportunities and threats; review trends in the local and state 
legislative and healthcare environment; review the mission statement, vision & val-
ues; and identify potential strategic initiatives.

Conducted an on-line survey, distributed to the Strategic Planning Team and Board 
Members. Results were compiled and then discussed by the Team with top priorities 
were summarized.

Bi-weekly meetings were held with the Team to identify the goals, strategies and ac-
tion steps. Strategies were refined and action steps finalized by the Strategic Planning 
Leadership Team.

The final Strategic Plan was presented, reviewed and approved by the Board of Directors.

Lydia Adams, MD, Chief Medical Officer
Scott Anderson, Chief Operating Officer
Robert Freeman, Board Chairperson
Cody McKinney, Chief Financial Officer

Brittany Payne, Quality Improvement Specialist 
Cecilia Plez, Board Member
Stacy Vanderburg, Administrative Assistant
Kim Wagenaar, Chief Executive Officer

Strategic Planning Team
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Mission, Vision & Values

The Strategic Planning Team reviewed the Mission, Vision and Values of the organization, they 
agreed to slightly revise the statements to better represent and describe the organization’s purpose.

Mission Our Mission is to positively impact the health of our community, one patient at a 
time.

Vision Our Vision is to be an integrative team that works in partnership with our community 
to meet the healthcare needs of our patients and families in an affordable and acces-
sible manner.

Values • Service - We believe we have a responsibility to make a positive impact on the 
lives of our team members, patients and communities we serve.

• Diversity - We embrace an inclusive environment where people of all beliefs, 
cultures, circustances and backgrounds feel welcome and appreciated.

• Respect - We believe that every individual makes a valuable contribution and 
deserves to be treated with dignity.

• Integrity - We are honest and ethical in all of our interactions and activities.

• Innovation - We strive to create a work environment where creativity, innovation, 
and inspiration are encouraged and valued.

• Quality - We are committed to continuous improvement activities to improve 
the effectiveness of our services and achieve the most positive outcomes for the 
patients we serve.
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Heather Altman, Cabarrus County DHS
Jamie Barnes, Community Care of  
     Southern Piedmont
Marie Dockery, Community Free Clinic
Jessica James, Novant Health

Susanne Knight, Cabarrus Health Alliance
Nancy Murphy, Cabarrus College of 
     Health Sciences
Rebecca True, Daymark Recovery
Krista Woolly, Community Care of Rowan

Community Stakeholder Focus Group Attendees

Identified Strengths: 
Collaboration

Accessibility and Affordability

Quality

Current Leadership

Identified Weaknesses: 

Reputation / Stigma

Facilities (although noted that they were improving.)

Primary Focus Areas: 
Branding / Marketing / Community Engagement
Health Education / Prevention / Promotion / Patient 
Self-Care
Address Social Determinants of  Health
Hospital Partnerships

Additional Opportunities: 
Prepare for reform / Population Health
Pharmacy
School Health
Formal Collaborative Relationships
Improve Customer Service
Increased Fundraising
Volunteer Program

Focus Group

To better understand the community’s perception of CRCHC and to obtain their viewpoint, a focus group was 
held with community stakeholders. Eight individuals attended.
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Board & Leadership Survey 

A Board and Staff Survey was conducted and reviewed by the Strategic Planning Team to identify the 
organizations’ strengths and weaknesses. In the summary below, the survey identified strengths as: 
1) Array of Services, Mission and Policy Adherence. Staff Retention and Facilities were identified as the  
greatest challenges or opportunities for improvement.
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 Service Area 
Utilizing the UDS Mapper, the Cabarrus-Rowan service area was reviewed by the Strategic Planning Team, 
for the purpose of identifying the number of individuals currently being served, and those who remain 
unserved, by the health center. 

In addition, the Team reviewed the service area by insurance status, including those who are under/unin-
sured, Medicaid & Medicare beneficiaries and those commercially insured.
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Service Area - Low Income
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Service Area - Uninsured



Service Area - Medicaid
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Service Area - Medicare
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 Staff attitude, commitment, quality
 Quality efforts
 Leadership structure / team
 Sound financially (340b noted)
 Retention is improving
 Physicians vs. Midlevels
 Engaged Board of Directors
 Availability of data to drive decisions / 
  Athena

 Amount of IT staffing support
 Staff retention in all positions
 Marketing
 Operational efficiency
 Care management
 New, less-experienced providers
 Confused with free clinic
 Productivity / Measuring efficiency
 Board Development & Training

 
 Fiscal cliff / Funding instability
 Hospitals & competitors (free clinic, health  
  department, BH providers)
 Immigration policy
 Pay for performance / value based care
 Cyber-security
 Primary care provider shortages

 Clinical Learners
 Marketing / Branding
 Quality / Population Health / Value Based
  Care
 Practice Transformation
 BH Provider collaboration
 Substance Abuse / MAT
 Iincreased sites
 Population growth
 Fund Development

SWOT is a useful technique for understanding the Strengths and Weaknesses of a health center, and for identifying both the 
Opportunities open to it and the Threats it faces.  A SWOT provides insight into what direction you want to take the organization.  
It is a tool that helps to look at the internal and external environments and what impact this makes on the organization.  It also 
provides valuable information that helps in making decisions and creating a meaningful analysis of the potential implications 
that the health center faces. Below are CRCHC’s strengths, weaknesses, opportunities and threats as identified by the Strategic 
Planning Team.

S.W.O.T Analysis

Strengths Weaknesses

Opportunities Threats
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 Fiscal cliff / Funding uncertainty
 Redistricting
 Possible increase of Democrat seats in mid-terms;
    may result in continued lack of compromise
 Medicaid reform - concern re: eligibiity
 Immigration policy

 Manufacturing - Cabarrus
 New Housing - Cabarrus
 Population growth
 Lack of affordable housing

 “The sky is the limit”
 Tele-everything
 Increased technology is isolating
 Tech challenges for older adults vs.
  tech-savvy youth

 Immigration policy - culture of fear
 Lack of affordable housing
 Need for greater diversity awareness
 Opiod / lack of treatment options
 Generational cultural issues
 LGBT awareness
 Education - Teacher preparedness re: social
   issues

In a PEST analysis, individuals brainstorm the “big picture” characteristics of the organization’s external environment (this could 
be a community, region, country, etc.) and from this, draw conclusions about significant forces of change operating within it. 
This provides a context for more detailed planning, within which it will be able to minimize risk and take full advantage of the 
opportunities that present themselves.  PEST Analysis is often linked with SWOT Analysis, however the two tools have different 
areas of focus. PEST Analysis looks at “big picture” factors that might influence a decision, an industry, or community. SWOT 
Analysis explores these factors at an organization, program or service level. These tools complement one another and are often 
used together.  Below are the political, economic, socio-economic and technology issues that were identified by the Strategic 
Planning Team as having an impact on CRCHC.

P.E.S.T Analysis

Political Economic

Socio-Cultural Technological
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The Strategic Planning Team identified the strategic goals for the organization in key areas.  Action planning teams 
in each strategic goal area of the organization were identified and began development of action plans.  Emphasis 
was placed on creating plans that measure progress and provide a level of accountability throughout the organiza-
tion.  During a series of web meetings, the Strategic Planning Team finalized goals, strategies and action plans.  

Strategies & Goals

Quality

Marketing /
Development

CRCHC will have a commitment to continuous improvement, as evidenced 
by measurable health outcomes.

• Create a process and tool for reporting quality of care to internal and external stake-
holders.

• Every staff member will understand how their individual roles and responsibilities 
contribute to quality improvement.

• Implement a consistent process for internal QI initiatives including recognition and 
accreditation.

• Improve patient health outcomes by enhancing care management and coordination 
among community partners.

• CRCHC will meet or exceed HRSA clinical measures.

CRCHC will increase its presence and awareness of the services provided for 
our patients, their families and community partners.

• Build, communicate and promote a brand that is relevant and vibrant.
• Increase awareness of the range of services available to all community members through 

increased marketing, including social media.
• Advance CRCHC regional presence as a vital stakeholder in the service area community, 

funders and elected officials.
• Develop and establish a strategic infrastructure for fund development.
• Work effectively with all stakeholders to create value for our patients and community 

through collaboration and partnership.



15

Strategies & Goals

Human 
Resources

Financial
Improvement

Operations/
Service Delivery

CRCHC will optimize its resources to provide efficient and effective service 
delivery in an ever-changing healthcare environment.

• Expand offered services and/or service area.
• Improve physicial facilities through renovation or acquisition.
• Explore ways to optimize our physical facilities to increase efficiency and capacity to maxi-

mize patient benefit.
• Improve efficiency as evidenced by provider productivity and improve patient care quality 

measures.
• Leverage technology to drive quality patient care, promote efficiency and improve the 

healthcare experience for patients and staff.

CRCHC will flourish by creating a diverse and respectful work environment 
that attracts and inspires excellence in people.

• Improve talent acquisition of qualified, diverse candidates that will result in a workforce that 
best meets the needs of the organization.

• Provide development programs to assist all staff to feel confident in their roles & success-
fully accomplish their goals.

• Retain and motivate employees through a performance management program that 
includes employee recognition and career enhancement.

• Create a work environment that accepts and values individuality and allows employees to 
feel that CRCHC is invested in them both personally & professionally.

• Implement a competitive compensation program that attracts and retains personnel.

CRCHC will develop a plan to improve financial viability and self-sustainabil-
ity.

• Diversify various revenue sources to ensure long-term financial viability.
• Achieve a balanced payer mix between all payer types while recognizing its mission to serve 

the uninsured.
• Optimize provider schedules in order to maximize productivity while continue to provide 

quality care.
• Develop a real-time, transparent financial reporting model which allows staff and Board to 

understand the health center’s overall financial picture.
• Provide proper training and resources to improve the revenue cycle and optimize reim-

bursement.
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__________________________________________________________
Chairperson, Board of Directors    4/24/2018

__________________________________________________________
Kim Wagenaar, Chief Executive Officer   4/24/2018

Approval & Acceptance

The Board of Directors of Cabarrus Rowan Community Health Center approved the strategic plan on 
________________. The plan represents the commitment of the Board to the mission, vision, guiding principles 
and organizational goals & strategies. The Board recognizes that active governance and oversight is required and 
the staff is committed to the plan’s implementation with quarterly tracking and alignment with CRCHC performance 
management systems for additional employee accountability.
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Strategic Plan Worksheets

Priority Area:

Human Resources
Financial Improvement

Marketing & Development
Quality Improvement

Operations & Service Delivery
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Reference Documents

Board & Staff Strategic Plan Survey 2017
Capital Link Performance Snapshots 2016 & 2017

Strategic Planning Kick-Off Presentation
Staff Satisfaction Survey 2016

Core Values Survey 2016
UDS Summary Report 2016


