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Recovery Center of Maryland, LLC Strategic Plan is 

a dynamic, living document depicting the direction 

the agency is taking to meet the goals and changing 

demands of mental health care in Maryland. Through 

the outcomes in our Strategic Plan, the goal is to 

inspire hope, assist people on the road to recovery, 

and improve resiliency, to help Marylanders succeed. 

Marylanders deserve to receive individualized care 

and evidence-based services that are designed 

for their unique needs. We know that community 

education and awareness promotes understanding 

and acceptance of people with mental illness and 

alcohol and drug addiction.

INTRODUCTION
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Recovery Center of Maryland, LLC is committed to 

perpetual growth to improve our organization and 

our service delivery systems. Through an organized 

and structured system of data collection and 

information management we seek to increase the 

outcomes of our mental health and substance abuse 

services and initiate new methods and services that 

can further support our mission and core values. 

The following strategic plan was developed for the 

purpose of providing direction and measurable 

goals for the future progress of the company.

LET’S HEAL TOGETHER!
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THE STRATEGIC PLAN INCORPORATES INFORMATION FROM A 
VARIETY OF SOURCES INCLUDING STAKEHOLDERS, CONSUMERS, 
EMPLOYEES AND FAMILY MEMBERS. AT RCOM STRATEGIC 
PLANNING IS CONSIDERED AN EVOLVING PROCESS AND THIS PLAN 
WILL BE REVIEWED AND UPDATED ON AN ANNUAL BASIS.

44 55



Recovery Center of Maryland, LLC new strategic plan provides the road map for our continual 
success providing MH/SA services in the State of Maryland. 

While the strategic plan points us toward the future, it is shaped by a vision that has driven us for 
the past four years – that men, women, and children with mental illness and substance abuse can 
live, thrive, and recover in their natural settings; if given the appropriate tools.

The past four years of service provision in Maryland has taught us that: community mental 
health is ever evolving; we must be equipped with firm sustainability plans that will allow the 
organization to weather the turbulent storms that surely will arise, and that we must remain ever 
ready to incorporate progressive mental health/substance abuse evidence-based programming 
into our service matrix that fluidly moves along the continuum of care from basic core services to 
intensive community supports. 

The next few pages will describe in great detail where we want to go and how we expect to get 
there. Please join us on our journey.

All the best, 

Dr. Warrick T. Stewart, Ed.D, LPC, CRC, DAPA
Board Diplomate Psychotherapist
Chief Executive Officer/President 
Recovery Center of Maryland, LLC 

FROM THE DESK OF THE CEO AND PRESIDENT
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Strategic planning is a process designed to predictively plan for and instill in teams the goals for 
the success of the agency. The act of putting together a comprehensive strategic plan is one that 
brings together all the elements of an agency and shows how they plan to grow, improve, and 
prepare for the important task of serving the clients and the community.

In many ways, the process of completing and preparing a strategic plan assumes a certain level 
of uncertainty. There’s issues of risk management that consider internal and external factors, 
considerations about best practices and quality of care, and an internal conversation that takes 
place about the ways to prepare for that uncertainty.

2020, in many ways, will be a case study for the future on ways to cope with existential risk and 
crisis in healthcare. We saw the threat of the coronavirus grow from a small regional problem into 
a wholesale global pandemic. As an institution and as a community healthcare provider, we had 
to make the transition to an entirely new and different model of healthcare for the co-occurring 
community population. Telehealth, typically reserved for limited uses in behavioral healthcare, 
became the sole platform for client engagement and care. We had to train and prepare a workforce 
for dramatic shifts in employment, including telecommuting and working from home. For many 
months, without the possibility of a vaccine in sight, we endeavoured to provide the highest level of 
care possible in an uncertain environment.

2020 also brought other series of challenges, including political unrest, significant conversations 
about race in America, and a highly problematic change in the Medicaid vendor handling the state 
of Maryland contract. Any of these challenges alone would have presented as difficult for an agency 
providing community based behavioral healthcare. We took on the task of working through the 
multitude of challenges and look forward to what we can accomplish in 2021. 

I am proud of our strategic plan and the team that has worked together to put it into action. Despite 
the challenges of 2020, we have increased our clinical training hours and internal auditing, added 
more comprehensive service offerings, increased our HR offerings, and adapted to a telehealth 
environment while keeping the clients engaged in their treatment. We welcome any and all 
feedback from clients and stakeholders as we move into 2021 and are proud of our place in
the community. 

Sincerely,
David Engwall, MS, LCPC
Executive Director

A LETTER FROM OUR EXECUTIVE DIRECTOR
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As the Compliance Officer for The Recovery Center of Maryland, LLC my primary goal is to implement 
and manage strategies that promote recovery, healing, and growth for all our consumers. 
While we want to be the best substance abuse agency in Maryland, we take pride in making sure 
our practices are ethical and practical for the consumers we serve.   
The goals of the Compliance Department are to ensure and maintain that we as an organization 
strive to:

 ■ Develop and review company policies.

 ■ Investigate and follow up on all filed grievances from our consumers, stakeholders, visitors, 
and employees.

 ■ Create and manage effective action plans in response to audit discoveries and compliance 
violations.

 ■ Regularly audit company procedures, practices, and documents

 ■ Advise management on the company’s compliance with laws and regulations through 
detailed reports.

 ■ Willing to take the lead to ensure the company’s integrity by standing by decisions that 
aligns with RCOM’s mission, vision, values, and goals.

As the Compliance Officer I take pride in the responsibility of ensuring The Recovery of Maryland 
LLC, maintains its founding promise to, “care for every person we serve displaying the unconditional 
positive regard and empathy critical for effectuating long term change.” 

Regards, 
La’Toria A. Johnson, BSW, CSC-AD
Compliance Officer & Program Manager

A LIST OF GOALS FROM OUR
COMPLIANCE OFFICER
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Recovery Center of Maryland, LLC values each of its consumers. Our goal is to provide services that 
will allow our consumers to become functional and independent in each part of their life that has 
been affected by mental illness. Recovery Center of Maryland, LLC makes six promises to guide 
the provision of services to make sure that we meet our goal.

WE PROMISE TO PROVIDE INTENSIVE AND LONG-TERM SUPPORT TO HELP OUR CONSUMERS 
MAKE PROGRESS TOWARDS THEIR GOALS.

WE PROMISE TO DEVELOP TRUST AND OPEN COMMUNICATION WITH ALL OF OUR 
CONSUMERS.

WE PROMISE TO PROVIDE COMPREHENSIVE CASE MANAGEMENT SERVICES THAT ADHERE 
TO THE STANDARDS OF OUR ACCREDITING AGENCY, CARF, AND OUR LOCAL MANAGEMENT 
ENTITY(S).

WE PROMISE TO MAINTAIN OUR CONSUMERS’ CONFIDENTIALITY.

WE PROMISE TO EMPLOY THE PERSON-CENTERED PROCESS THROUGHOUT THE TREATMENT 
PROCESS.

WE PROMISE TO SUPPORT EACH CONSUMER’S FREEDOM OF CHOICE IN THE DELIVERY OF 
CARE AND SERVICE COORDINATION.

OUR PROMISE
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The vision of Recovery Center of Maryland, LLC is clear and distinctive: to become the premier 
Behavioral Health Provider. We envision a future in which we are the leading entity in providing 
treatment and support to individuals living with chronic and persistent mental health and 
substance abuse issues. RCOM will be the provider of choice for individuals seeking to become 
functional and independent as they live, relate, work and participate in their communities. 

We acknowledge that service excellence and a genuine concern for those who entrust us 
with their care are key components of this vision. As such, we avidly accept the responsibility 
of educating, informing, and supporting our consumers, and elevating the standards of 
performance with which we conduct business. In realizing our vision we dedicate our resources 
and energies to collaborating with our stakeholders for the purpose of creating a high quality, 
caring, and culturally competent system of care that promotes recovery and wellness.

In pursuit of this vision, RCOM, LLC endorses the following Guiding Principles:

 ■ We will develop a comprehensive continuum of care that is responsive to the changing needs 
of our consumers.

 ■ We will provide services with empathy, compassion, and attentiveness keeping in mind that 
each person is a unique individual with their own desires, strengths, and goals.

 ■ We will recruit, train, and maintain a highly qualified team of staff who demonstrate the highest 
degree of professionalism and are proactive in anticipating the needs of the organization as we grow.

 ■ Compassion- We provide our consumers with highly qualified staff to help assist them 
and enhance the quality of their lives. We promise to provide employees with a safe and 
comfortable work environment in which to perform their duties.

 ■ Responsiveness- We find solutions that meet the needs and preferences of people with 
mental health disabilities through direct service or referrals to other providers.

 ■ Diversity- We recognize that people with mental health disabilities come from a variety 
of races, ethnicities, and religions; we embrace and seek to assist all who need our care 
without prejudice or discrimination.

 ■ Integrity and Accountability- We exercise integrity in our administrative, service and 
outreach activities. We tie these activities directly to our mission, and we sustain and 
account for our records truthfully and accurately.

 ■ State of the Art Practices- We aim for excellence through the use of high quality, state-of-
the-art practices to help individuals with mental health disabilities and their families.

 ■ Financial Sustainability- We strive to deliver on our mission with thoughtful strategic 
choices that ensure that we have sufficient financial resources to serve our population.

VISION

CORE OPERATING VALUES
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SWOT ANALYSIS

 ■ RCOM has capacity to expand programs and increase census.

 ■ Collaboration with other treatment programs in the service area.

 ■ Maintenance of C.A.R.F. accreditation with improved quality of care and with ethical values 
promoted by the C.A.R.F. standards.

 ■ Additional services of operating revenue with C.A.R.F. accreditation.

 ■ Recruitment of experienced and competent staff.

 ■ Has capacity to renew presence in the field through increased marketing and through 
raising awareness in the health care community of positive CARF status.

 ■ Use of social media and web-based marketing.

OPPORTUNITIES

STRENGTHS

 ■ A Management team with a broad range of healthcare experience who are committed to 
the growth and development of RCOM.

 ■ A management team with depth and experience to ensure the successful implementation 
of the goals and objectives established by the governing authority. Furthermore, the 
management team is now more diverse than previously and has received an infusion of 
younger professionals.

 ■ A staffing model that is patient centered 
and committed to a healthy community that 
encourages individual responsibility.

 ■ An environment of care that is conducive to 
clients need for safe and supportive home 
life within a secure and protective setting.

 ■ Employer sponsored education and training 
for staff.

 ■ Fiscal department that promotes the 
efficient use of facility resources, accurate 
reporting of source and use of funds and 
effective monitors to safeguard resources 
and maintain compliance with regulatory 
standards.

 ■ Active marketing and professional outreach.
 ■ Marketing and outreach on social media.
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 ■ Limited funding sources for the facility specialized clinical programs.
 ■ Uncertain census growth.
 ■ Transition to an MCO-Driven external case management system for certain types of 

funding with all of the vagaries that entails. 

 ■ Local healthcare providers who compete with RCOM for revenue and client 
referrals.

 ■ Working capital needs associated with program growth and expansion.

NEEDS

THREATS
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ASSESSMENT OF
2020 GOALS

IMPROVE THE QUALITY OF TRAINING

INCREASE THE RETENTION OF 

QUALIFIED STAFF

INCREASE NEW HIRE EFFORTS BY 75%

FINANCIAL

CLINICAL

STRATEGIC

COMMUNITY

STAFF DEVELOPMENT

FISCAL
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IMPROVE THE QUALITY OF TRAINING

 ■ Create 40 hour standardized Orientation Process for all New Hires

 ■ All New Hires attend a standardized orientation process that includes training on HIPAA, 
Professional Conduct and Ethics, Person Centered Practices, RBH Service Delivery, 
Documentation of Services, Mental Health & Mental Illness in Children, Adolescents and 
Adults, Health and Safety, Incident Reporting, and Crisis Response. This training is capped 
by job shadowing/on the job training. These equal 40 hours of New Hire Training.

 ■ Develop Quarterly Professional Development Seminars for Direct Care Staff

 ■ All staff are provided with multiple opportunities each quarter to ongoing training 
including weekly training on MH/SA and recovery and multiple workshops including 
training on providing appropriate day treatment care, assessment processes, or therapeutic 
relationship building.

 ■ Conduct 12 All-Staff trainings to develop, review and increase employee KSAs (knowledge, 
skills and abilities)

 ■ All-Staff trainings are conducted on the 3rd Friday of the month.

DEVELOPMENT OF A STANDARDIZED TRAINING PROCESS FOR NEW HIRES.

 ■ Expand staff development opportunities by 50%, with a focus on improving supervisory 
skills

 ■ Prior to 2020 fiscal year staff were able to access 12 monthly trainings on top of the New 
Hire Orientation training requirements. During the fiscal year they have been able to access 
weekly trainings, monthly or quarterly workshops, and online training opportunities.

 ■ Only one training has focused on supervisory skills.

 ■ Develop Quarterly Professional Development Seminars for Management Level Staff

 ■ Initial development of Professional Development for Management Level Staff has begun.

 ■ Develop and implement a six month Management Mentorship Program, to promote 
management within the agency

 ■ Development and implementation of the Management Mentorship Program was not 
completed.

OBJECTIVE 2

OBJECTIVE 1

DEVELOPMENT OF SUPERVISION PROCESS FOR ALL STAFF TO PROMOTE PROFES-
SIONAL DEVELOPMENT WITHIN THE AGENCY
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INCREASE THE RETENTION OF
QUALIFIED STAFF

 ■ Improve and increase recruitment and selection practices to attract and hire from a 
committed and stable pool of applicants.

 ■ Provide new hires with training that will increase their capacity to work with our consumer 
population.

 ■ All New Hires are provided with New Hire Orientation that includes 30 hours of classroom 
instruction and 8 hours of on-the-job training.

 ■ Develop a career path program to prepare existing staff for promotion.
 ■ HR Director will help trainee staff to develop a career path program to prepare existing staff 

for promotion
 ■ Focus on compensation and nonmonetary rewards to retain staff who excel.
 ■ Raises are provided for those workers who meet performance goals.
 ■ Performance reviews are consistently conducted
 ■ Increase opportunities to solicit and incorporate staff feedback and input and conduct 

quarterly employee surveys.
 ■ All staff have been able to complete anonymous online staff feedback surveys on a quarterly 

basis.
 ■ The Chief Operations Officer will conduct in office opportunities for staff to give feedback 

about their role in the organization and improvements that they would like to see.
 ■ Response rate for surveys has improved
 ■ Clarify staff roles, structure, and reporting relationships in order to eliminate confusion 

amongst various positions.
 ■ Each staff person is provided with a job description upon hire.

OBJECTIVE

OUR RETENTION RATE OF EMPLOYEES WILL INCREASE BY 75% OVER THE FISCAL YEAR
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 ■ Reporting relationships are explained during New Hire Orientation.
 ■ New Hire Orientation has not been consistently held and is held late.
 ■ Many new hires do not fully understand independent contractor status prior to attending 

New Hire Orientation.
 ■ Offer employees a comprehensive benefits 
 ■ Comprehensive Benefits Package was offered and began in 2019 that includes: dental, vision, 

medical, 401K
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 ■ Develop and foster a relationship with local universities. Foster at least three partnerships

 ■ Relationships will be developed with Howard University, Coppin State, Morgan University, 
and University of Maryland.

 ■ Conduct, host and attend local mental health job fairs at least semi-annually.

 ■ Place employment opportunities in newspaper, magazine, TV, and radio advertisements

 ■ An electronic HR system is now being utilized which will enable better online job 
application, recruitment, and onboarding.

 ■ Register RCOM with the local NASW (National Association of Social Workers).

 ■ Create a Linked In account (social media website for job seekers)

 ■ A LinkedIn account for Recovery Center of Maryland, LLC has not been established.

OBJECTIVE

INCREASE RCOM NEW HIRE RECRUITMENT EFFORTS TO ENSURE THE ORGANIZATION 
HAS A POOL OF POTENTIAL NEW HIRES FOR ADDED SERVICES (ACT, PRP, AND OMHC)

 ■ Increase revenue by increasing the number of consumers that receive services.

 ■ Develop a monthly budget that requires decreased spending and strictly adhere to what 
has been approved by the executive management team

 ■ Conduct quarterly financial audits and inventory management

 ■ Begin Assertive Community Treatment Program, PRP (children), OMHC, Reentry, and Case 
Management Program

 ■ The process has been started.  The organization is licensed for ACT, PRP and currently 
writing an RFP for case management.

INCREASE RCOM FINANCIAL VIABILITY BY INCREASING ITS
REVENUE BY 100% IN 2020

DEVELOP AND IMPLEMENT A FINANCIAL PLAN THAT INCREASES
REVENUE AND DECREASES SPENDING

OBJECTIVE

INCREASE HIRE RECRUITMENT EFFORTS BY 75%

FINANCIAL GOALS
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The purpose of establishing the following strategic goals is to provide individuals measurable 
objectives in the areas of Clinical Development, Staff Development, and Board & Fiscal 
Development.  These objectives will provide a means for determining the success of the company 
as well as guiding its leaders as they prepare for the upcoming 2019-2021 Fiscal Year.

CLINICAL
(PROGRAMS)

Improve Efficiency 
and Productivity of 

RCOM, LLC.

GOAL 1

Improve Efficiency 
and Productivity of 

RCOM, LLC.

GOAL 2

Increase Consumer 
Satisfaction

GOAL 3

COMMUNITY
(OUTREACH)

Educate the 
Community on 

Mental Health/illness 
and reduce Mental 

Health Stigma

GOAL 1

Advertising and 
Marketing of Services 

provided by the 
Agency

GOAL 2

Increase the Number 
of New Client 

Referrals

GOAL 3

STAFF
DEVELOPMENT 

(HUMAN RESOURCES)

Improve the Quality 
of Training and 
Increase Staff 
Development 
Opportunities

GOAL 1

Increase the 
Retention of Qualified 

staff within the 
agency

GOAL 2

Develop a New Hire 
Recruitment Plan and 

Increase New Hire 
RecruitmentEfforts

GOAL 3

2020 STRATEGIC GOALS
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Planned Action for 2020-2022:

 ■ Provide staff with 40 hours annually of professional development to assist them in 
developing personally and professionally so that they can more effectively perform the 
requirements of the job.

 ■ Assuring that staff are utilizing skills attained during professional development trainings 
when interacting with consumers in order to maintain consumer base and generate more 
business through referrals of satisfied consumers. This information will be obtained through 
monthly supervisions and quarterly quality assurance checks when contacting consumers.

The clinical component of the services provided by Recovery Center of Maryland, LLC exists as 
a catalyst to provide individuals with chronically persistent mental health illness and substance 
abuse access to desired changes. The Clinical team will provide consumers and their families with 
coordination of movement across the different levels of care and will coordinate discharge, planning 
and community re-entry following hospitalization, or confinement to residential services.

Planned action for 2020-2022

 ■ Clinical Directors will oversee weekly checks 
of service utilization to ensure that consumers 
are receiving the recommended medically 
necessary care.

 ■ The assessment and intake process will include 
specific education for each consumer about the 
frequency and intensity of services.

OBJECTIVE 2

Increase productivity of services by providing 100% of 
authorized hours.

OBJECTIVE 1

ASSIST THE DIRECT CARE STAFF IN ATTAINING 
PROFESSIONAL DEVELOPMENT THAT WILL ENSURE 
ORGANIZATIONAL GOALS AND OBJECTIVES ARE ACHIEVED.

CLINICAL GOALS

IMPROVE THE EFFICIENCY 
AND PRODUCTIVITY OF 
RCOM, LLC

GOAL 1:
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DEVELOP NEW, CREATIVE INTERVENTIONS 
AND UTILIZE EXISTING INTERVENTIONS THAT 
INCORPORATE THE DIVERSE NEEDS OF OUR 
CONSUMERS.

OBJECTIVE 1

Review of Planned Action for 2020-2022

 ■ We will improve existing approaches for the treatment of mental illness that will allow our 
consumers to live full and productive lives.

 ■ Utilize consumer survey to determine proper utilization of interventions.

 ■ Establish mental health promotion strategies to enhance protective factors and reduce 
risk factors at the population level within a range of appropriate settings including schools, 
families, workplaces and communities.

 ■ Develop and deliver specific mental health promotion strategies to address diverse 
populations including children, the elderly, and other populations impacted by mental illness.

OBJECTIVE 2

90% OF PERSONS QUESTIONED WILL REPORT
 IMPROVEMENT IN OVERALL FUNCTION.

Review of Planned Action for 2020-2022

 ■ Deliver high quality, safe mental health services and enhancement processes.

 ■ Consider consumer needs in all service planning and delivery and assure that all mental 
health service delivery supports consumer’s individual processes of recovery.

 ■ Assess baseline functioning for each consumer and follow up every 90 days using 
confidential and secure online data collection. Data collection should continue up to 180 
days after discharge from services.

IMPROVE THE EFFECTIVENESS 
OF TREATMENT SERVICESGOAL 2:
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Review of Planned Action for 2020-2022

 ■ Conduct weekly staffing that allows staff to present challenging cases for input and 
recommendations by the team assigned to a particular case.

 ■ Designate Licensed Professionals (LPC, LMFT, LCISW, etc.) who will attend weekly staffing 
meetings with Paraprofessionals and Substance Counselors in order to assist with 
professional guidance for challenging cases.

 ■ Incentivize the pursuit and achievement of professional licensure for master’s level 
clinicians.

OUTREACH IS A VITAL PART OF THE RECOVERY CENTER OF MARYLAND, LLC. HEALTH 
PROMOTIONS AND ACCESS WORKERS HOLD THE IMPORTANT TASK OF INFORMING 
POTENTIAL CONSUMERS OF THE VARIOUS SERVICES THAT WE OFFER AND 
PROMOTING THE BENEFITS OF RECOVERY CENTER OF MARYLAND, LLC.

OBJECTIVE

EACH OFFICE WILL CONDUCT AT LEAST ONE MENTAL HEALTH 
EDUCATION WORKSHOP PER QUARTER AT PLACES OF 
WORSHIP, COMMUNITY CENTERS AND PUBLIC SCHOOLS.

PROVIDE FOUR FREE COMMUNITY IN SERVICE TRAINING AT A 
RCOM LOCATION.

IMPROVE STAFFING/
SUPERVISION FOR DIRECT 
CORE STAFF

GOAL 3:

COMMUNITY GOALS

EDUCATE THE COMUNITY ON 
THE EFFECTS ON MENTAL 
HEALTH/ILLNESS AND REDUCE 
MENTAL HEALTH STIGMA

GOAL 1: GOAL 3:
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Planned Action for 2020-2022

 ■ Outreach will utilize its Management, Coordinators, Parent/Family Advocate and local 
community stake holders in order to obtain feedback that will serve as vital data in 
educating the Community regarding the effects of mental health and illness.

 ■ Within the first six months of 2020, develop a presence for Recovery Center of Maryland 
within the community by networking and attending local service provider meetings. Health 
Promotions and Access will also create solid partnerships that will allow RCOM to present 
the findings from their ongoing research on treatment effectiveness for individuals and 
groups.

 ■ Outreach will locate and identify local media sources who would be interested in covering 
stories concerning mental health issues and Recovery Center of Maryland. Outreach will 
also look to locate local schools such as School District academies, Colleges, Hospitals, 
Churches and Community Locations such as, YMCAs, Volunteers of America, Boys & Girls 
clubs, etc.

 ■ Recovery Center of Maryland staff will volunteer with local social service providers. Recovery 
Center of Maryland will identify at least two Volunteer Days where staff participate with 
local social service providers in their community.

OBJECTIVE

CONDUCT A MINIMUM OF FIVE OUTREACH PRESENTATIONS
EVERY MONTH.

Review of Planned Action for 2015 – 2016

 ■ Health Promotions and Access will collaborate with various organizations, schools, 
hospitals, agencies to have success in advertisement.

 ■ Recovery Center of Maryland will develop and sustain strong relationships with school 
systems and organizations that will contribute towards the growth as well as the retention 
of consumers that come into our agency. The ultimate goal is to brand RCOM as a provider 
who prides itself on quality of care and passion to rehabilitate the community one 
consumer at a time.

 ■ By June 2020 Recovery Center of Maryland, LLC will begin implementing Collaborative Care 
in conjunction with Primary Care Providers.

 ■ Outreach will need: large display boards/banners, postcards, marketable handouts such 
as, but not limited to: Candy, pens, pencils, book bags, notebooks, pocket-size calendars, 
magnets, key chains, mugs, RCOM gift cards, etc. 

INCREASE ADVERTISING & 
MARKETING EFFORTSGOAL 2:

INCREASE THE NUMBER OF 
NEW CONSUMER REFERRALS 
BY CREATING A HEALTH & 
ACCESS DEPARTMENT

GOAL 3:
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IN RECOGNITION THAT THE PROVISION OF QUALITY SERVICES IS DEPENDENT UPON A 
HIGHLY SKILLED AND MOTIVATED TEAM OF STAFF, RECOVERY CENTER OF MARYLAND, 
LLC IS COMMITTED TO HIRING, TRAINING, AND FACILITATING THE DEVELOPMENT OF 
TOP QUALITY PROFESSIONALS. AS SUCH, THE AGENCY WILL CONTINUE TO PROVIDE 
STAFF DEVELOPMENT AND TRAINING TO CURRENT STAFF, AS WELL AS NEW HIRE 
TRAINING FOR FUTURE EMPLOYEES. ALL DEPARTMENTS WILL CONSIST OF STAFF 
THAT ARE KNOWLEDGEABLE AND CONFIDENT IN THEIR ABILITY TO PERFORM THE 
FUNCTIONS OF THEIR JOBS.

Review of Planned Action for 2020-2022

 ■ Develop Quarterly Professional Development Seminars 
for Direct Care Staff

 ■ Conduct 12 monthly trainings to develop, review and 
increase employee KSAs (knowledge, skills and abilities)

 ■ Develop the capability to deliver training materials 
utilizing the internet.

DEVELOPMENT OF A STANDARDIZED TRAINING PROCESS FOR NEW HIRES.

OBJECTIVE 1

STAFF DEVELOPMENT GOALS

IMPROVE QUALITY OF 
TRAINING AND INCREASE 
STAFF DEVELOPMENT 
OPPORTUNITIES

GOAL 1:
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Planned Action for 2020-2022

 ■ Expand staff development opportunities by 25%, with a focus on improving supervisory 
skills.

 ■ Implement Quarterly Professional Development Seminars for Management Level Staff by 
March 2020.

 ■ By June 2020 develop and implement a six month Management Mentorship Program, to 
promote management within the agency.

DEVELOPMENT OF SUPERVISION 
PROCESS FOR ALL STAFF TO 
PROMOTE PROFESSIONAL 
DEVELOPMENT WITHIN
THE AGENCY

OBJECTIVE 2

Planned Action for 2020-2022

 ■ Improve and increase recruitment and selection practices to attract and hire from a 
committed and stable pool of applicants.

 ■ Provide new hires with training that will increase their capacity to work with our consumer 
population.

 ■ Develop a career path program to prepare existing staff for promotion.

 ■ Focus on compensation and nonmonetary rewards to retain staff who excel.

 ■ Increase opportunities to solicit and incorporate staff feedback and input and conduct 
quarterly employee surveys.

 ■ Ensure that the status (salaried, full-time hourly, part-time hourly, independent contractor) 
for each open position is communicated clearly prior to hire.

 ■ Offer employees a comprehensive benefits package by 2017.

RETENTION RATE OF EMPLOYEES WILL INCREASE BY 25% OVER THE FISCAL YEAR.

INCREASE RETENTION OF 
QUALIFIED STAFFGOAL 2:
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RECOVERY CENTER OF MARYLAND, LLC WILL CONTINUE RECEIVING GUID-
ANCE FROM THE BOARD OF MANAGERS, WHICH IS CHARGED WITH THE RE-
SPONSIBILITY OF PROVIDING THE CHIEF EXECUTIVE OFFICER WITH DIREC-
TION, ADVICE AND
STRATEGIC OVERSIGHT.

Planned Action for 2020-2022

 ■ Increase revenue by increasing the number of consumers that receive services.

 ■ Develop a monthly budget and strictly adhere to what has been approved by the executive 
management team.

 ■ Conduct quarterly financial audits and inventory management.

 ■ Become a provider with the three major case management organizations.

DEVELOP AND IMPLEMENT A FINANCIAL PLAN THAT INCREASES REVENUE AND 
DECREASES SPENDING.

ATTRACT, SUPPORT AND RETAIN A DIVERSE BOARD OF MANAGERS, WHO HAVE A 
STRONG PRESENCE THROUGHOUT THE AGENCY.

Planned Action for 2020-2022:

 ■ Provide a board member strategic planning retreat by March 2016.

 ■ Provide board members with opportunities for management coaching or training.

OBJECTIVE 1

FISCAL GOALS

INCREASE BOARD OF 
MANAGERS INVOLVEMENT 
WITH RCOM GROWTH

GOAL 1:

INCREASE RCOM FINANCIAL 
VIABILITY BY INCREASING ITS 
REVENUE BY 100% IN 2016

GOAL 2:

OBJECTIVE
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RCOM STRATEGIC PRIORITIES

RCOM STRATEGIC PLAN 
COMPRISES FIVE PRIORITIES 

INCLUDING CRITICAL 
AREAS OF FOCUS FOR 

OUR SUCCESS AND 
SUSTAINABILITY.

It’s imperative that we pay close attention to the results of the people for who we provide care 
for. While they are clients, they are more than just a number. Here at the Recovery Center of 
Maryland, we take pride in our symbiotic strategy of helping people.  Just by participating in 
the program, we’re learning as much from them as they are from us. We work closely with our 
patients to ensure high quality treatment for them, and to learn from them so the people that 
follow can recieve excellent guidance as well.

Education

Integration

Quality Care

Pecuniary Collaborations

Operational
Excellence
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REFERRAL STATS

2019 CLIENT SATISFACTION SURVEY

Courts
Internet

Friend/Neighbor
Therapeutic Program
Mental Heal th Professional

Undefined
(87.7%)

Other

Alumni

Alumni Parent

Courts

Ed Consultant

Employee

Friend/
Neighbor

Internet

Mental Health 
Professional

Therapeutic 
Program

Undefined

TOTAL

CATEGORY: ADMISSIONS:

-

-

3

-

1

17

   
2   
   
46  
 

28  
 

692

789

I would recommend this program

My life has improved since entering this program

I have a strong say in the development of my treatment plan

The individual counseling I receive is helpful to my recovery

The building and houses are clean and welcoming

I get a lot out of the groups and I find them interesting

The staff are welcoming and accepting of me

I am treated with dignity and respect

62.5%

25%

87.5%

87.5%

12.5%

12.5%

37.5%

62.5%

CLIENT SURVEY RESULTS FROM QUARTER 4
Analyzed by the Compliance Department- All results are stored for 1 year and can be reviewed 

upon request in writing. All participant responses are anonymous. 

2020 ADMISSIONS SUMMARY
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RCOM STRATEGIC
IMPLEMENTATION

QUALITY CARE

OPERATIONAL EXCELLENCE

INTEGRATION

EDUCATION

PECUNIARY COLLABORATIONS 

2828 2929



Create and foster a community, person-centered conglomerate that embraces, reinforces, and 
supports the person-centered approach.
 

 ■ Identify barriers in community and consumer encounters.

 ■ Create an integrated understanding of each department and how they contribute to the 
holistic, community, person centered approach. 

 ■ Ensuring team members are practicing within their scope of knowledge to eliminate 
harmful encounters for consumers, optimizing consumer outcomes and experiences.

Educate consumers about the person centered approach helping them to identify their holistic 
needs while fostering bonds  within the community.  

 ■ Present client with ease of access to our community partners. 

 ■ Orient clients about the person centered approach and how that is expressed through our 
agency programs.

QUALITY CARE
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Create a culture where diversity, inclusion, civility, collegiality, and professionalism are 
championed, valued and exhibited through actions, incentives and accountability.

 ■ Educate team members on diversity and inclusion.

 ■ Interagency team building activities (office parties, birthday cards, employee awards, 
random acts of kindness).

Increase workforce productivity, provide educational and professional development, and promote 
healthy work-life balance. 

 ■ Identify and set clear work goals and expectations, 

 ■ Provide monthly education classes for professional improvement.

 ■ Agency sponsored convention.

 ■ Quarterly agency closure.

By collecting data and measuring productivity of organizational efforts along with 
ensuring agency wide compliance to standard regulations from all regulatory and
legal entities. 

OPERATIONAL EXCELLENCE

3030 3131



Expanding and strengthening community partnerships to promote an overall continuum of care 
for the consumer.

 ■ Create quarterly events to connect with partners and inform them of progress and agency 
changes.

 ■ Identified missing community partners and seek partnership through agency visits.

 ■ Rely on quarterly feedback from community partners and consumers on what is working 
best and areas of improvement. 

 ■ Prioritize community engagement efforts and identify needed local resources.

 ■ Join state mental health network.

Establishing a community-wide presence through advocacy of mental health injustices in 
collaboration with like constituents.

 ■ Educate community stakeholders about the needs of consumers.

INTEGRATION
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WE FOSTER A CULTURE OF CONTINUOUS LEARNING THROUGH BOTH INTERNAL AND 
EXTERNAL EVIDENCE BASED CAPACITIES TO PROMOTE A STAFF OF
COMPETENT PROFESSIONALS.

Ensure the evidenced based trainings utilized are  transformative as reflected by consumer and 
stakeholder responses to services.

 ■ Provide educational trainings and CEU’s 

 ■ Research mental health trends as it relates to substance abuse 

 ■ Ensure instructors are qualified 

Invest in intrapersonal growth of staff members professional development endeavors. 

 ■ Provide agency supervision for licensure 

 ■ Agency sponsored professional development 

 ■ Scholarship for professional advancement 

EDUCATION

3232 3333



Ensure that all financial operations, performance indicators and results support the strategic 
priorities, as well as the individual entity requirements.

 ■ Outline agency financial needs 

 ■ Accelerate dissemination of high-value health care practices

 ■ Develop and implement clinical pathways that improve quality and reduce unwarranted 
variation in care.

Identify new and expand existing sources of revenue and implement operating efficiencies 
consistent with the mission and with a commitment to providing quality services

 ■ Research financial community stakeholders 

 ■ Identify areas of financial need 

 ■ Delineate how much outside funding will be dependant on outside financial support

Establish a transparent financial reporting system available to RCOM constituencies

 ■ Identify preferred method of reporting 

 ■ Educate staff on proper billing and documentation 

 ■ Share financial reports quarterly with RCOM constituents and financial community stakeholders  

PECUNIARY COLLABORATIONS
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GOAL FEEDBACK FROM STAFF

OBJECTIVE GOAL FEEDBACK

OBJECTIVE 1: DEVELOPMENT OF STANDARDIZED TRAINING PROCESS AT HIRE

Implemented new training modules with Accreditation Now and have started weekly 
Friday trainings with clinical staff from June 2020 forward; All-staff meetings have been 
resumed virtually as of 1/2021 and will continue moving forward monthly on the final 
Friday of each month.

OBJECTIVE 2: DEVELOPMENT OF SUPERVISION PROCESS TO PROMOTE
PROFESSIONAL DEVELOPMENT

Executive program on hold due to Covid. Will re-evaluate when there are less difficult 
circumstances.

OBJECTIVE 3: INCREASE RETENTION RATE

The hiring rate of new staff has stabilized quite a bit since September of 2020.  Staff 
orientation is now being held virtually 1x/month on the third Friday of each month. As 
an agency, we are working on implementing a new PTO policy. Following performance 
reviews at the end of 2020, there have been positive salary adjustments. We streamlined 
the HR process by switching to using one vendor to handle most aspects of time clocking, 
PTO, onboarding, and employee evaluation. We have also held quarterly staff feedback 
surveys from our compliance officer.

OBJECTIVE 4: INCREASE RECRUITMENT EFFORTS

In-person events are on hold due to Covid, but we did increase electronic posting on 
internet hiring webpages to increase visibility. This has led to a wide pool of applicants 
and additional stability in our workforce. With that stability, there has been more word-of-
mouth referrals for employment, which has further increased our recruitment efforts.

OBJECTIVE 5: REVENUE

As an agency, we successfully navigated both the change to telehealth as well as difficulty 
with the Medicaid vendor transition. These twin challenges were disruptive to typical 
revenue collections. In response, we formed a billing group that meets every day to review 
all billing, authorization, and receivables for all service lines. This group has added to the 
security of the agency’s viability by stabilizing the billing process and accounting for 
irregularities in the billing process.
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GOAL FEEDBACK FROM STAFF
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INDIVIDUAL GOAL FEEDBACK

CLINICAL GOAL #1: ASSIST STAFF WITH PROFESSIONAL DEVELOPMENT

Addressed this goal by implementing weekly training with direct care clinical staff on 
every Friday. Topics have included person centered planning, gambling, motivational 
interviewing, use of MOUD in recovery, and conversations about implementation of best 
practices. Furthermore, as an agency we encourage staff to complete school and acquire 
higher certifications and licensures. We have several members of our clinical team in 
school for higher level degrees.

CLINICAL GOAL #1: INCREASED PRODUCTIVITY OF AUTHORIZED CARE

The transition to the new Medicaid ASO Optum made this a challenging process, but 
Optum also did not require auths until the Fall and has allowed for continued backdating 
until spring 2021. We are currently up to date with all authorizations.

CLINICAL GOAL #2: DEVELOPMENT OF NEW INTERVENTIONS

Starting in June of 2020, we began to monitor more closely and increased in frequency 
individual service contacts for the IOP level of care. We increased training in areas 
including psychoeducational training, MI training, CBT training, gambling intervention 
training, PCP training, and ASAM training.

CLINICAL GOAL #2: 90% IMPROVEMENT IN FUNCTION

We have reviewed surveys and will bring this data forward on the Outcome Measurement 
plan

CLINICAL GOAL #3: IMPROVING STAFF SUPERVISION

As an agency, we have increased compliance with providing weekly individual supervision 
and weekly training on Friday for the clinical teams.

COMMUNITY GOAL #1: EDUCATE THE COMMUNITY

Currently on hold due to COVID but will resume when it is safe.

COMMUNITY GOAL #2: INCREASE MARKETING

WE HAVE ENGAGED OTHER INSTITUTIONS WITH IN-PERSON MARKETING, BUT 
STRICTLY LIMITED DUE TO COVID-19 RESTRICTIONS.

COMMUNITY GOAL #3: INCREASE COMMUNITY ACCESS THROUGH PROMOTIONAL 
EVENTS

GOAL FEEDBACK FROM STAFF (CONTINUED)
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Currently on hold due to COVID but will 
resume when it is safe.

STAFF DEVELOPMENT GOAL #1: CREATE 
STANDARDIZED TRAINING PROCESS 

We now utilize Accreditation now, EddyHR, 
and monthly virtual orientation meetings. 
We are also resuming monthly all-staff 
meetings as a virtual program that had 
started in January 2021.

Staff development goal #2: Develop 
supervision process
The proposed mentorship program is 
currently on hold due to COVID. Additionally, 
the clinical staff have held weekly training 
on Fridays addressing a variety of clinically 
appropriate topics. 

STAFF DEVELOPMENT GOAL #2: EMPLOYEE 
RETENTION 

Employee hiring has largely stabilized from 
September 2020-forward. In addition, we 
have several employees that have celebrated 
anniversaries of employment that extend to 
more than two years.

FISCAL GOAL #1: DEVELOP BOARD OF 
MANAGERS
 
Currently on hold due to COVID but will 
resume when it is safe.

FISCAL GOAL #2: INCREASE FISCAL 
VIABILITY

As an agency, we weathered the difficulty 
of transition from Medicaid ASO vendors as 
well as substantial shift due to COVID toward 
telehealth models of care. 
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2020 CENSUS

CLIENTS SERVED: 790 INTAKES

CLIENTS HOUSED: 825

REFERRALS: 792

AVERAGE STAY: 86.48
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443-725-7800

Assertive Community Treatment Team

Transitional Housing

Substance Abuse Intensive Outpatient

Outpatient Services Level One

PRP Adults

PRP Adolescents

SERVICES:

www.therecoverycenterofmaryland.com

Ask for A Referral today!

Corporate Address
8441 Belair Road Baltimore, MD 21236

Charles Village
211 E. 25th Street, Baltimore, MD 21218

Downtown
22 E. 25th Street Baltimore, MD 21218

Northeast Baltimore
6065 Harford Road Baltimore, MD 21214

OFFICES:

4040 PBPB


