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Why Community
Engagement Matters,
Now More Than Ever.
Novant Health and our community partners deliver care in ways that make
people feel seen and heard.
During 2020, an extraordinary year that was largely shaped by the coronavirus, a time
when our patients needed us the most, we’re grateful that we didn’t walk alone. We
leaned on our long-standing, dedicated community partnerships as we continued
our focus on addressing disparities and gaps in access to care. Working hand in
hand with these trusted partners, we converted the pandemic’s challenges and
uncertainties into direct solutions. Together, we provided critical help to those who
live and work in the communities we serve.
This is what that help looked like: A main wage-earner of a family receiving rent
and grocery assistance following a furlough caused by COVID-19 closures. A mom
and her daughter landing a new place to live, thanks to the help of a Novant Health
community health worker, right before the demolition of their apartment. Residents
of entire housing communities receiving masks and health safety information. High
school-age students exploring healthcare careers, thanks to a Novant Health hospital
serving as a virtual classroom.
These actions, as well as many others, are intentional. Moving forward, we know that we want to continue
delivering the type of care that meets people in the moment, the kind of exceptional care that people require and
deserve. To meet this goal, we need to listen to what people tell us about the social, economic and environmental
factors that keep them from leading healthier lives. Four target areas are priorities: Providing access to care, food,
housing and workforce training and development. These priorities will help shape our work toward delivering
human-centered care to the members of our communities.
We also know that these four areas can influence health outcomes in both positive and negative ways. By
addressing these factors directly, we are honoring and elevating the power of community engagement work.
We’re learning what patients and communities need and then working with them to address their priorities. Simply
put, we are delivering care that matters.
By leveraging and expanding connections with our community partners, Novant Health can continue to improve
the health and upward mobility of our communities, one person at a time.

Carl S. Armato
President and CEO, Novant Health
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What Is
Community Benefit?
It’s more than our responsibility —
it’s our commitment.

Community benefit includes programs
or activities that provide treatment
or promote health and healing as a
response to identified community
needs — and meet at least one of
these objectives:
• Improve access to healthcare
services.
• Enhance the health of the community.
• Advance medical or health
knowledge.
• Relieve or reduce the burden on
government to provide health
services.
Novant Health’s community benefit
includes hundreds of programs that
address the most pressing health
needs of the communities we serve,
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particularly among excluded groups.
This includes unreimbursed health
services to individuals with Medicaid
and Medicare coverage; free community
health education and screenings;
support groups; partnerships with
health-focused community groups; and
participation in medical research and
academic health programs.
In 2020, Novant Health reported over
$1 billion in total community benefit,
including $179.1 million in financial
assistance to members in the
communities we serve.

In 2020, Novant Health provided

$1 billion

in community benefit, up from $993.2 million in 2019.

18%

5%

13%
64%

Unpaid cost of Medicare
Unpaid cost of Medicaid
Community benefit programs
Financial assistance
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ACCESS TO CARE

Showing the Way in Masking.
Together, with our partners, we masked-up 450,000+.
After heavy promotion in church bulletins, the big day arrived:
Novant Health was giving away thousands of cloth masks.
Cars queued up in the circular driveway at St. Brendan the
Navigator Catholic Church in Shallotte, North Carolina, at
the drive-thru event for community members — including
Hispanic parishioners and older members of the church.
By day’s end, the church and team members distributed most
of the 2,500 masks provided, along with travel-size bottles of
hand sanitizer.
“There was a great participation of the Hispanic families and
they were extremely happy to get the masks for their entire
families,” said Sister Mary Teresa Orbegozo, the Hispanic
community coordinator for St. Brendan’s. “Many asked if they
could get a few more masks for their extended families. ...
Muchas gracias, Novant Health.”
Novant Health connected with our longtime partners to
mask up over 450,000 individuals in our communities. Efforts
focused on bringing masks and education to populations
especially vulnerable to COVID-19 due to underlying health
disparities, including senior, African American and Hispanic
populations, and individuals experiencing homelessness.
Here’s what Novant Health’s masking effort looked like across
our organization:
• Homeless shelters, food pantries, public schools. These
and other venues, which 186 community partners provided,
served as distribution sites where members of the greater
Winston-Salem community picked up more than 105,542
Novant Health cloth masks.
• Novant Health Thomasville Medical Center leveraged its
Hispanic Latino Advisory Council to reach community
members with 872 masks. Team members and volunteers
coordinated a mask and information drive-thru event at Light
of the World Church, a predominantly Latino congregation
in Lexington. Drivers were greeted by a Spanish-speaking
team member.
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As a result of this event’s success, two more were set up
at Compare Foods in Lexington, again targeting the
Hispanic community.
• Novant Health distributed over 150,000 masks in the
Charlotte area by engaging dozens of partners. Targeting six
priority ZIP codes and areas where COVID-19 cases were
high was key.
“The positive impact of Novant Health, through its health
promotion, well-being empowerment and awareness program
aimed at specifically the most (challenged) communities, is
an example to be followed by different organizations,” said
Zobeida Uzcategui, a member of the Congregational Health
Promoter program, a volunteer outreach program with
Novant Health.
We’re grateful to our communities and partners for
supporting the masking effort. Together, we are protecting the
most vulnerable among us — and supporting the recovery of
our communities.

ACCESS TO CARE

Navigating Challenges
‘With Logic and With Love.’
Meeting the needs of faith-based groups during the
pandemic was a top priority.

five-week conversation series on racialized trauma with the
Mecklenburg County-based interfaith network MeckMIN.

Within his South Carolina congregation, where Harry Burns
is pastor, “my wife is the biggest hugger in the church.”
The coronavirus, however, required people to change their
behaviors to keep themselves and others safe — a
message critically important to Burns, who is also a
neighborhood engagement partner with Novant Health
Community Engagement.

“The long-term, trust-based partnerships between Novant
Health and the congregations are essential to ongoing work to
dismantle racism, to heal from the pandemic and to promote
well-being for all people,” Hasty said.

“So I’m telling people it’s OK to hug, but do it like this,” crossing
his arms across his chest in a self-embrace. “This is the hug
we’re going to go with.”
That light moment during the October 2020 webinar,
“Reopening safely — navigating COVID-19 for faith-based
organizations,” illustrated larger messages from Novant Health
to its long-standing faith-based partners: We’re still here to
serve you, meeting you where you are, providing you with
the information and resources needed for the well-being of
our communities.
The community engagement team launched new efforts
during the pandemic with webinars, a toolkit for reopening
safely, virtual programming about mental health, exercise and
managing chronic disease and other resources to help guide
faith-based organizations in their plans to reopen doors once
state regulations allowed.
Novant Health also tapped a long-running volunteer outreach
effort called the Congregational Health Promoter program.
These volunteer partners work through their own health
ministries at their places of worship to raise health awareness,
promote wellness behaviors and improve access to health
resources among congregants. Novant Health engages
with 35 active congregations that include over 10,000
community members.
Leveraging community partnerships also served as an avenue
for addressing the racial injustices of 2020. Burns joined
Cathy Hasty, manager of the parish nursing programs, for a

Ultimately, Novant Health’s work supported faith communities
in doing what they already do best. “As leaders, I think it’s
important to simply navigate with logic and with love,” said
Porsche Jones, Novant Health neighborhood engagement
partner, during the October webinar.
“From a healthcare standpoint, we are here,” she said. “Please
make sure you lean on us.”

Unstoppable Cruiser Team Kept
Rolling in Pandemic.
In 2020, the Novant Health Community Care
Cruiser reached schoolchildren through two Health
Assessment Saturday events at Novant Health
Michael Jordan Family Medical Clinic - North End.
During these events, team members from Novant
Health Medical Group, Novant Health GoHealth
Urgent Care and Novant Health Family Medicine
Residency program:
• Provided 171 free medical exams for kindergarteners
and students
• Made 14 follow-up appointments for patients and
families without a primary care provider
• Booked immunization appointments for 51 students
Novant Health community health workers, also
on-site, shared resources for families in need of
food, rental assistance and clothing.
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FOOD SECURITY

Promoting Wellness
Through Food.
Addressing food insecurity in innovative ways became a
priority in the pandemic.
Food is important for health, but the ability to eat healthy
and nutritious food is a privilege. For many of our patients,
access to fresh produce and quality packaged goods is not
accessible in their neighborhoods. Where we live largely
determines our ability to obtain food, a basic need and social
determinant of health.
Food security close to home looks like healthy choices, never
worrying about not having enough food and having a full
pantry, fridge and belly — priorities named by our partners at
the start of an innovative mission to bring quality, nutritious
foods to areas that need this the most.
In January 2020, ONE Charlotte Health Alliance (OCHA),
a community partnership Novant Health helped form,
partnered with Loaves & Fishes in launching two mobile food
pharmacies. This bold effort, powered by a grant from The
Duke Endowment, gets at a critical issue in our communities.
We know addressing food insecurity targets one of the root
causes of chronic diseases, such as diabetes, obesity or high
blood pressure.
By sending these full-sized food pantries on wheels to easily
accessible locations in high-need communities, residents
can have access to fresh meats, dairy, vegetables and fruit,
as well as healthy boxed and canned items. A community
health worker travels with the mobile pantry to help connect
patients to additional social resources if needed. During the
coronavirus pandemic, Novant Health continued deploying the
food pharmacies to sites, with community members receiving
prepackaged food boxes outside of the mobiles.
Filling food ‘prescriptions’
When Novant Health team members in Winston-Salem
and Charlotte had the chance to help directly feed our
communities, they eagerly embraced the opportunity.
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At the Second Harvest Food Bank of Northwest North
Carolina in Winston-Salem, 52 Novant Health team members
volunteered over two days to pack large boxes of meals
distributed to families in need. At the Second Harvest
Food Bank of Metrolina in Charlotte, team members sorted
donations of food and over-the-counter medications. “With
our help, Second Harvest will be able to more quickly send
needed over-the-counter drugs and food to community food
banks and shelters,” said Isaac Oyer, community engagement
coordinator at Novant Health.
We also reinforced our commitment to provide food as
medicine inside our clinics, right where we meet our patients.
Incorporated into patient visits at Novant Health Michael Jordan
Family Medical Clinic is an assessment of a patient’s food
security status — and a food “prescription” can be filled
if needed.
Why it matters
For many families, food insecurity often means families must
choose between purchasing healthy foods or paying for
basic needs, such as housing, utilities or healthcare. And
since COVID-19 has affected many families financially, the
significance of our food pharmacy and food security initiatives
hit home more than ever. Simply put, there’s power in boosting
people’s access to nutritious foods.

FOOD SECURITY

Meals and Masks.
These extra deliveries focused on food and safety.
During the pandemic, Meals on Wheels Rowan delivered more than
food — volunteers dropped off almost 300 masks, too. For recipient
Benny Fleming and volunteer Beverly Williams, who delivers meals
every Thursday in the south Rowan County area, these Novant
Health cloth masks helped protect them while exchanging meals,
groceries and other supplies.
“This mask helps me stay safe when I leave my house to pick up
stuff,” said Fleming. “I thank you for giving it to me and for all you do
to help us.”
Novant Health supports Meals on Wheels programs, food banks
and food pantries across our system, providing financial support,
program support and essential heath supplies, like masks, as part
of our comprehensive approach to community health.

The Michael
Jordan Family
Medical Clinic
filled 155 food
prescriptions.

The OCHA mobile
food pantry provided
fresh food to 9,942
individuals in 3,577
households.

Novant Health team members
volunteered 108 hours at
food banks in Charlotte and
Winston-Salem.
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HOUSING SECURITY

What Happens Inside
Your Home Matters to Us.
That’s why Novant Health supports nonprofits that
provide household stability.

Novant Health is proud to partner with these two nonprofit
organizations that live out the heart of our mission to
support our communities. We know that recovery in all our
communities depends on our continuous focus on addressing
social determinants of health. These are the social and
economic factors — from education, to access to food and
healthcare, to economic stability — that affect a person’s
health status.
Novant Health Matthews Medical Center provided a charitable
contribution to Matthews HELP Center, which has several
assistance efforts, including the Stepping Stone Program.
Through Stepping Stone, individuals and families facing
unforeseen financial challenges can receive help with some or
all of their rent or utility bills.
Why it matters

Inside the pantry at Servant’s Heart of Mint Hill, a 35-year-old
man dropped to his knees and sobbed when asked to select
his preferred brand of toilet paper. He had none in his home for
himself and his two sons.
Thanks to the Matthews HELP Center, a single grandmother —
furloughed from her job and with custody of her grandchildren
— received two months’ rent, bill pay help for utilities, food and
a clothing voucher.
The ripple effects of the COVID-19 pandemic changed the
lives of so many families in the southern Mecklenburg County
region of North Carolina. For the recipients of funds, food and
other aid from Servant’s Heart of Mint Hill and the Matthews
HELP Center, located in the town of Matthews, the help meant
the difference between stability and becoming homeless.
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At Novant Health, we know that the physical, emotional
and legal impact of eviction and homelessness makes it
much more difficult to regain housing. We also know that
a safe, stable living environment can have an enormous
impact on our health. By supporting nonprofits that provide
hope, support and care, we are harnessing the power of
partnerships to uplift our communities.

Novant Health Mint Hill Medical Center
contributed to Servant’s Heart, which provides
clients with:

Help with electric bills.

A one-month supply of
nonfood items.

A choice of 25 specific categories of items
that households need, from toilet paper to
soap to shampoo.

HOUSING SECURITY

When Your Healthcare Team
Lands You a New Home.
How Novant Health community health workers focus on
eradicating disparities.
After years of misdiagnoses, Robin Wyatt took her daughter,
Alex Hendrix, then 21, to Novant Health Maplewood Family
Medicine for a battery of tests. This time, they not only left with
a diagnosis — they also eventually got a new home.
Mother and daughter were living in a dilapidated apartment
complex in Winston-Salem, North Carolina. The complex was
scheduled for demolition and families were being evicted.
Finding a new home was daunting for Wyatt.
Then Wyatt was referred to Tyra Jones, a Novant Health
community health worker. The role of the community health
worker is connecting people — not just with healthcare, but
with housing, finances, insurance and nearly anything else
that impacts their well-being. Community health workers
connect at-risk Novant Health patients and their families
with crucial resources they may not know about. It’s part of
Novant Health’s commitment to treating the whole patient
and helping eradicate healthcare disparities that persist along
socioeconomic and, often, racial lines.
Community health workers are navigators assigned —
often through a referral from Novant Health case
management or the emergency department — to clients
for a three-month period.
Help is available
Community health workers based in the Charlotte and
Winston-Salem areas met patients in a range of settings —

from clinics to COVID-19 testing sites — to connect patients to
needed social resources that can influence their health
and wellness.
This extra support can include helping people land work, as
was the case with community health worker Donna Greene,
who is based at Novant Health Rowan Medical Center. Greene
helped a man who had been incarcerated find employment.
“This community health worker program is important because
it serves as a bridge between acute care that a patient may
receive at a hospital, and follow-up once the patient has
returned home,” Greene said.
In Winston-Salem, community health worker Jones got busy
helping Wyatt and her daughter find new housing and got
Hendrix the help she needed. Jones fast-tracked Hendrix so
she could get a diagnosis: depression and anxiety. Hendrix is
also on the autism spectrum. These diagnoses led to Hendrix
receiving help from a psychiatrist, trying different medications
and participating in vocational rehabilitation.
And Jones helped them find livable housing from a
surprising source — the very management company that
evicted the family.
“We met with Tyra once a week … I was usually feeling
overwhelmed, but after each hour-and-a-half meeting, we
had new vigor,” Wyatt said.
“We adore her. We feel extremely lucky that Novant Health
connected us with people who could help Alex the most.”

“I was usually feeling overwhelmed, but after each
hour-and-a-half meeting, we had new vigor.”
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HOUSING SECURITY

The Shepherd’s Center
of Kernersville.
Enriching lives by providing services that help people
live confidently and independently.

and practicing social distancing — to continue some of the
center’s activities.

At The Shepherd’s Center of Kernersville in Forsyth County,
dedicated staff and volunteers focus on enriching the lives of
adults who are aging or with disabilities through programs and
activities that address daily living needs. In 2020 during the
pandemic, this connection became virtual.

When the transportation program resumed in May after a twomonth shutdown, members were grateful for a resource that’s
key to living independently.

“I felt as though I was with a
group of friends chatting and
sharing in each session.”

“Thank you for helping with my medical appointments,” said
one rider. “The Shepherd’s Center has been a guiding light for
the Kernersville Community.”

Novant Health partners with The Shepherd’s Center, which
helps people in a wide range of ways. From arranging rides
for groceries and doctor’s visits to providing volunteers for
household repairs, The Shepherd’s Center allows participants
to live independently in their own homes. Participants stay
connected and active through phone conversations and daily
group activities, as well.
In 2020, Novant Health Pelvic Health Center provided
in-person and later virtual classes on pelvic health to
Shepherd’s Center clients. After completing the pelvic health
classes, daily lifestyle activities improved for a participant who
felt surrounded by friends, even during the virtual portion. “This
class series was so very beneficial to me personally,” she said.
“I find myself practicing the exercises on hikes with my family
to keep my core strong.”
Emerging as a critical service during the pandemic was the
center’s telephone reassurance program, since COVID-19
curbed nearly all other Shepherd’s Center activities. Staff
members and volunteers called members at home, checking
on their well-being and engaging them in conversation.
Groups also met in parks and other locations — while masked
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During 2020, the Shepherd’s Center
transportation program provided 549 rides
to 227 people to Novant Health facilities.

WORKFORCE DEVELOPMENT

Class Is In.
By diversifying our workforce through Project Search,
we reflect the communities we serve.
Student Kaliyah Fullwood wanted to challenge herself to learn
things she had not experienced before. Connor Hanes looked
forward to socializing, communicating with others and making
new friends. Learning how to cook, serve and work other
kitchen jobs appealed to Daniel Palacios.
Their goals make these students the perfect match for
Project Search.
For the 2020-21 school year, Novant Health Brunswick Medical
Center partnered with Project Search to provide internship
experience for six students ages 18 to 21 with developmental
disabilities. The partnership is a collaboration of Novant Health,
Brunswick Community College, Brunswick County Schools
and the North Carolina Division of Vocational Rehabilitation
Services. Novant Health UVA Health System Prince William
Medical Center has also supported training and hiring interns
through the program.
Project Search’s primary objective is to secure competitive
employment for people with developmental disabilities. The
healthcare industry provides an ideal training setting to help
meet this goal. At Brunswick Medical Center, students explore
skills training and careers, and receive job coaching and
continuous feedback from teachers and employers. Students

rotate through several departments — surgical services,
environmental services, laboratory, transport, food and
nutrition, supply chain, volunteer services and guest services.
These real-life work experiences help build employability
and independent-living skills. All this helps students make
successful transitions to productive adult lives.
Programs like Project Search matter to us. That’s because
Novant Health is committed to creating a workforce that
reflects the communities and people we serve, which consists
of many dimensions of diversity. Everyone who comes to
us for care should feel welcomed, and everyone who works
for us should feel valued as a team member, which in turn
increases our quality of care. Bringing different and useful
perspectives to the team helps us better care for diverse
populations and be more culturally competent. It also matters
because providing vulnerable populations opportunities for
workforce development can have a dramatic impact on their
long-term health.
Inside the hospital, the Project Search students fit right in –
meeting their goals and also impressing fellow team members
along the way.
“Kaliyah always has a smile on her face and says hello when I
see her in the hall,” a team member said. “She will be great at
whatever she does!”
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WORKFORCE DEVELOPMENT

Introducing Teens to
Careers in Healthcare.
Novant Health Career Discovery Series provides
students with an early look at healthcare careers.
Before enrolling in the Novant Health Career Discovery
Series, 10th-grader Pragya Pandya was only interested in two
types of healthcare jobs — doctor and nurse. Then came
the series’ monthly virtual classes in emergency medicine,
surgical services, imaging services and oncology, featuring
presentations from radiologists, genetic counselors, child life
specialists and more.
“I genuinely didn’t even know that there were so many
different kinds of careers,” said Pandya, who is now
considering a career in physical therapy. She also has been
impressed with the work ethic, attitude and professionalism
displayed by team members in various roles. “The Career
Discovery Series is giving me so many more options to
choose from, and I am learning so much information that my
schools and the web couldn’t possibly teach me.”
Novant Health Career Discovery Series kicked off in 2020 with
110 registered students from Charlotte-area high schools.
The series, previously part of the Boy Scouts of America’s
Exploring program, traded the usual behind-the-scenes
hospital visits with virtual sessions due to the COVID-19
pandemic. The career series is designed to provide high
school students with an early look at healthcare occupations
and encourage interest in the healthcare industry.
Providing access to more students
In the past, Novant Health recruited participants from
high schools located close to facilities to prevent lack
of transportation from being a barrier. Many high school
students relied on parents to drive them during high-traffic
times to and from class, held 5:30 to 7 p.m. The virtual format
enabled program leaders to extend the invitation to more
distant schools, neighborhoods and faith partners, which
extended the reach even more.
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Each student’s class fee of $25 could be waived, depending
on financial need, and was less expensive than the previous
version of the program. Community partners received the
collected fees as donations to continue their work helping
people in our communities. These donations became the
focus of a final class session on how Novant Health connects
with community partners to help uplift our communities.
This virtual format allowed students more flexibility, too.
Although Pandya had a conflict and couldn’t make the class
session on surgical services, she could still catch up by
watching a recording.
Why it matters
An initiative like this is important to our patients and
communities. Novant Health values developing our region’s
future workforce, which in turn nurtures young people’s
upward mobility. We also recognize that not all high school
students are guided and mentored in the same fashion.
The career series opens a door and introduces ideas,
opportunities and goals students may not have imagined.

Novant Health Career Discovery Series

110 students

7 monthly
virtual class
sessions

5 Novant Health
team members
organized the
series

3 community hospitals contributed experts
— Novant Health Matthews Medical Center,
Novant Health Mint Hill Medical Center and
Novant Health Huntersville Medical Center
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