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! This sample strategic plan is based on an actia provided through the Crossroads Group in 200fentities
and other information are altered to preserve dieonfidentiality.
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% The strategic planning process was facilitatedviark Robledo, lead consultant representing The ghaeds
Group, Inc.

® Immediately prior to the strategic planning rettethe name of the organization was changed fromaDGounty
Medical Group to Premiere Community Health Centers.
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® Source: Crossroads Group, Inc. 2007 Community &gtions Survey. Note: this research was condudiézing
the former “Choice Medical Group” name.
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Ibid.
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" Source: Crossroads Group, Inc. 2007 Organizatidefiéctiveness Survey.

8 Source: Crossroads Group, Inc. 2007 Board Effectass Survey.
? Ibid.

Premiere Community Health Centers 13 2008-2010 Strategic Plan



o1 g ! $ ) ) )
R ) ) $*
#1 - 2 $) $
* 2 $ $ D
$ $ ") 1 $ , $" *
&C*D $ )
) &4 D %
< $1 1 &*6 )7 ) "ok
1 11 $! "$ lox
+ # $# $% # | #%t#
| | *
I > S *
#1 " > ! $ ! ( >
, $" " : $ *
<) ! $ *
$ ! | " . %

19 Source: Crossroads Group 2007 Community Perceptfurvey.
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13 Source: The Crossroads Group, Inc. 2007 PatietisBation Survey.
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Name: PCHC River Creek Trail Medical
Center

Year Founded: 09/1978

Address: 1000 Center Road, Any town GA
10101

Phone:478-893-3064

Services:Primary Health Care

Hours of Operation: MTWF 8:30 — 5p.m.
Thurs. 11:30 — 8:00 p.
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Name: PCHC Sutherland Falls Medical
Year Founded: 07/1995

Address: 6720 Land Road, City, State, Zip
Phone:478-436-3194

Services:Primary Health Care

Hours of Operation: MTWF 8:30 — 5p.m.
Thurs. 11:30 — 8:00 p.m.

Name: PCHC Sutherland Falls Dental
Year Founded: 07/1995

Address: 6720 Land Road City, State, Zip
Phone: 478-436-3194

Services:Dental Care

Hours of Operation: MTWF 8:30 — 5p.m.
Thurs. 11:30 — 8:00 p.m.

Name: PCHC Tucker Medical

Year Founded: 05/1997

Address: 44 Medical Dr. City, State, Zip
Phone:478-639-2122

Services:Primary Health Care

Hours of Operation: MTWF 8:30 — 5p.m.
Thurs. 11:30 — 8:00 p.m.
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Name: PCHC Riverside Medical

Year Founded: 06/1998

Address: 1001 GA 87 City, State, Zip
Phone: 478-499-9422

Services:Primary Health Care

Hours of Operation: MTWF 8:30 — 5p.m.
Thurs. 11:30 — 8:00 p.m.
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PCHC Strategic Action Plan

Goal One: Increase Awareness, Improve Image, and tmease Usage of Best

Choice Centers

Actions Responsible| Projected | Resources Notes/Status
Party Completion Update
Date
Objective 1.1 Develop and Implement a Marketing Plan

Hire

Completed Oct

M.arketmg/DeveIopment CEO 2007

Director

Create organizational Marketin Tie to budget. Conduct patient
Marketing Plan Director 9 January 2008 research prior to investing in

specific media.

Objective 1.2 Create

Marketing Materials & Collateral

Create organizational

Incorporate Board feedback

logo. Develop Website CEOI/CFO Completed regarding website enhancement

October 2007 ey :

Finalize domain.

Create and disseminate Marketing Ensure staffing resources in pla¢
“From The Doctor’s Director June 2008
Desk” Newsletter.
Print and distribute board Next steps include creating draft
business cards. Broadly November “proof”, gathering board
distribute within CEO/Board 2007 information, printing, and
community. agreeing how to utilize.
Complete brochure, Next step includes creating prog
educating patients on Marketing December for review.
community health and Director 2007 (Dratft)

services offered.

Objective 1.3 Develo

and Implement a Public Relations Stra

tegy

Leverage “newness” of
PCHC, services, and
other topics of interest to
the community (disease
prevention, events,
screenings, generator,
etc.) to create press.

Marketing
Director/CEO

Ongoing

Integrate within context of
marketing plan.

Objective 1.4 Increase Awareness of Specialty Se

rvices Offered

Develop and utilize
consistent signage with
Best Choice Brand,

Proposals by

11-27-07 Signage will have two
components, fixed and flexible.
Fixed component will say “Best

Consistent Look, and Building & November V_endor- Choice...of...[Location].

o . Grounds Sign . . .
Description of Services Committee/CEO 2007 and Proposals Variable component list service
Offered. February 2008 P and other information. Next step

Procure and review vendor
proposals.
Premiere Community Health Centers 30 2008-2010 Strategic Plan
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Actions Responsible| Projected | Resources Notes/Status
Party Completion Update
Date
Create a large highly
visible PCHC banner. Marketing See draftPresented at Board of
“All New Patients . 1Q 2008 Banner Directors November 2007
,, Director . .
Welcome”. (Include meeting. To include at each
website and phone?) location in highly visible manner
Include on Signage (or
elsewhere) “Ask About | Marketing 1Q 2008
Our Sliding Fee Payment Director/CFO

Schedule”

Objective 1.5 Develo

Collaborative

Relationships Which Will

Increase Patmt Volume

Create relationship
“inventory” of current
Board relationships.

CEO/Board

February 2008

Board inpu

Board Resource Matrix

tdistributed at October 2007 Boa

meeting.

Identify potential
partnership entities.
Describe potential
benefits to both sides,
risks, and next steps.
Prioritize. Propose to
Board for review and
discussion. Address
relational “gaps” for high
priority organization
where linkages are
lacking. Review and
update quarterly.

CEO

February 2008

Goal One Performance Indicators:
1. New Patient Encounter Volume (Monthly, Aggregate and By-Center)

N o gk b

Premiere Community Health Centers

31

New Patient Referral Sources (Patient Survey)

Current Patient Encounter Volumes (Monthly, Aggregate and By-Center)
Total Patient Encounter Volume (Monthly, Aggregate and By-Center)
By-Specialty Encounter Volume (Monthly, Aggregate and By-Center)
New Patients as a Percentage of Total Encounters (Monthly, Aggregate)

Demographic Mix Trends (Payer Mix, Age, Race/Ethnicity, etc., semi-annual

2008-2010 Strategic Plan




Goal Two: Leverage Technology to Improve Process #fiency and

Effectiveness
Actions Responsible Projected | Resources Notes/Status Updats
Party Completion
Date

D

Objective 2.1 Select Phone System Vendor and Implement

Research and Select]

Completed Oct.

Vendor. CFO 2007

Update . backbone CEO/IT Ongoing

system infrastructurel.

Implement “Front Phone
Face” in 1, company
collaboration with CFO December 200 staff
phone company.

Dr(i)\z:eelgﬁrzglgfé CFO/HR December

proc ' Director 2007- Ongoing

training plan.

Go Live with CFO January 2008

System-Test.

Objective 2.2 Select Billing System Vendor and Implemen

—

Research Vendor

Completed

Options CFO October 2007 Objective met.
Select Vendor. CEO/CEO October 2007 Objective met.
Present to Board

Develop and Present -0 Completed Objective met.

Implementation Plan

October 2007

Objective 2.3 Select Practice Management System Vendor and Implenten

Research Vendor

Implement following billing system

Options CFO ggggﬁt%m implementation. Anticipated early
2008.
Select Vendor, Completed
Establish Timeline. | CFO/CEO 2007p Objective met.
Present to Board.
- ) ,
*" 0 & " # &, C4*
* n % & " I " # : &’ CO* 1
o*" % & !'$ " ) 8 - &, I*D $
* " % & 2 ; &l " 2 , $
4* " % & < , n ,
C* n % & n , #
*" 0 & 8 +
* n % & < , n !! >
* % &# D"+ # &, Co* D
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Goal Three: Improve Facility Appearance, Equipment,and Comfort

Actions

Responsible
Party

Projected
Completion
Date

Resources

Notes/Status Updats

Objective 3.1 Improve the Internal and External Appeal of

Centers

Conduct an internal

Tucker Jones,

and external facility | Chair of Completed Current information reviewed and
assessment. Building and b discussed at November 2007 Board
October 2007 )
Grounds Meeting.
Committee
Discuss and
Prioritize

opportunities based
on criteria related to
health, safety, and
cosmetic
appearance.

Board/CFO

November 200

Presented at November 2007 Board
meeting.

Provide magazines
(for children and
adults), washable
crayons,
newspapers, and
Accent Health video
programming.

HR Director/
Marketing

1Q 2008

Accent Health TVs installed Decembe
2007.

Assess drinking
water tank and cups
at each site.
Determination for
patients and staff.

HR Director/
CCO

1Q 2008

Objective 3.2 Improve Inventory Management and Functi

onality of Equipment

Complete dental
inventory

CFO

Completed
August 2007

Objective met.

Complete non-dentd

Outdated equipment to be provided tq

inventory. Assign CFO November 200] other non-profit organizations or othe

bar tags. entity.

Conduct

functionality CEO 20 2008

assessment of

equipment.

Ensure “work order”

process is being Addressed at Employee Training Day|

utilized by CEO/CEO November by CFO on 11-1-07.

employees. 2007-Ongoing Address at Town Hall Meeting (CEO-

ongoing)

::Tjﬂlcetirgﬁgfity cco 1Q 2008 InFeg_rate health, safety and aesthetic
) criteria.

(Compliance) walk-

Premiere Community Health Centers 33 2008-2010 Strategic Plan
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Actions Responsible Projected | Resources Notes/Status Updats
Party Completion
Date
through process.
Design form and
process for
responding to issues.
)
* ") @ $! &<
* ! ) . 1 &<)
o* "8 + & 4*4
I, @ $>% $ &<) + I

4 <y & L) #
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Goal Four: Improve Patient Satisfaction and Referra Volume

Actions

Responsible
Party

Projected
Completion
Date

Resources

Notes/Status Update

Objective 4.1 Establish and Implement Measurement, Reporting, and Imprament

System

Assess alternatives
for reporting and
responding to
patient satisfaction
perceptions.

CEO/CCO

December 200

Crossroads group selected to provide
i second iteration of their Rapid-
Response Patient Satisfaction System

Implement process
for measuring and
responding to
patient satisfaction
perceptions.

CEO/CQI

3Q 2008

Crossroads
Group

Charter a cross-
functional Patient
Satisfaction
Improvement Team
to establish a
process for
assessing and
responding to
patient survey
feedback.

CEO/CCO

3Q 2008

Objective 4.2 Improve Staff Behaviors and C

ultural Sensitivity

Select vendor for .
. Completed Presenter: Dan Galloway from “Big
staff service - CEO/Board October 2007 Vendor- Pictures”. Objective met.
excellence training.
Communicate to
vendor importance
of cultural cEO/CFO | Sompleted
e November 2007
sensitivity as well ag
Service Recovery.
Provide employees
with two days of Vendor-
. CEO/Vendor November 200[7 Location- I
Service Excellence Objective met.
L ACDC
training
Expand bilingual
staff to three, for
utilization with Ongoing recruitment of culturall
translations in HR Director 1Q 2008 FTE going y
) X . sensitive efforts.
conjunction with
back-up translation
line.
Equip triage rooms Phone lines,
with phones for installation,
rapid-translation as CEO Completed training of Reassess for proper Lusage
needed. [Insert Date] staff regarding brop ge-
use.
Provide training to NCCHCA ; . ;
translators. HR Director 30 2008 specialized Regional training on customer servic|
traini NCCHCA.
raining.
Premiere Community Health Centers 35 2008-2010 Strategic Plan
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Goal Five: Improve Employee Satisfaction, Performane, and Engagement

Actions

Responsible
Party

Projected
Completion
Date

Resources

Notes/Status
Update

Objective 5.1 Im

prove Employee Satisfaction and Loyalty

Implement
Quarterly Town
Hall Meetings.
Administrative
Team will present
information and
metrics related to
strategic initiatives
and actions and
allow employees the
opportunity to ask
guestions or share
organizational-level
concerns.

A

CEO

February 2008,
May 2008
August 2008
November
2008

Venue
Preparation
Invitation

Employee suggestions responded tg
this venue. Share results of surveys
(patient, employee, etc.)

Install suggestion
boxes at each centg
for employees to
provide suggestions
particularly as
related to process
improvement
opportunities.

HR Director

1Q 2008

Suggestion
Boxes and
installation

Communicate purpose to employees

and how suggestions will be
responded to. Tie to recognition for
high value added suggestions.

Placement of boxes in staff break
rooms.

Develop employee
newsletter concept
(format, topics,
contributing writers,
schedule, etc.)

CEO/HR
Director/Director
of SMCD

1Q 2008

Implement Monthly
Employee
Newsletter

CEO/HR

2Q 2008

Develop more
detailed description
and application of
employee values.

CEO/HR
Director

2Q 2008

Integrate employee
values in recruiting,
orientation and
performance
management
processes. Develop
customer service

policy.

CEO/HR
Director

1Q 2009-
(ongoing)

Established standar
process of CEO
rounding all sites at
least once per
month.

CEO

1Q 2008
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Actions Responsible | Projected | Resources Notes/Status
Party Completion Update
Date
Professionally
measure employee
satisfaction and Crossroads
organizational CEO/Crossroadg September Grou
effectiveness Group 2008 b
relative to 2007 survey
baseline. Assess
improvement.
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Objective 5.2 Conduct Salary and Benefits Assessment of Key Positions

Update Salary Scale to

confirm competitiveness C.EO/HR February
. I Director 2008
of all salaried positions.
Assess competitiveness pf
Total benefits package
relative to other
employers and local CEO/HR .
marpkei/data. Present this Director April 2008
information as part of
recruiting and retention
efforts.
Improve Provider NCCHCA, BRAC, Office of Rural
Recruiting Strategy C.EO/HR Long-_term, Extern_al Health, BRAC and university
Director Ongoing agencies

alliances sited.

Objective 5.3 Develo

and Implement Effective Performance Management $gm

Review all employee job

to

descriptions for currency Coach supervisors on this process
and validity. Employees | HR Director August ensure that employees are engage
) : (annually) ) . :
sign for and contribute meaningful input.
acknowledgement
Assess current
geggrr;nag(;gvlgznageme “Dr. Edward ggg?egster Integrate with organizational
y ' . Rodriguez/CEO development student project.
recommendations to 2008
Board and Leadership.
# ) ,
* * % % & ! $ n n , n I*I*
*ox ! 2 % & '$ F$ $ # "
: 4 6J $F2 $7 ; I'$ *
O* * ] + ] n _ ] n /04
* /
* n
I* $ # n

" Only includes positions vacated through terminaiio resignation.
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