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Introduction from the CEO

It is with great pride and optimism that I present Riverbend’s five-year Strategic Plan. This plan

was developed through thoughtful collaboration with our staff, board members and community
partners and reflects our commitment to deepening our impact, sustainable expansion of programs
and services all while staying true to our mission. It outlines bold goals and measurable outcomes,
and it challenges us to innovate, adapt, and lead with compassion - every step of the plan is
grounded in our dedication to serving the people who need and rely on us most.

We can't look forward without first looking back. In 2023 Riverbend set out to accomplish three
goals by 2025:

1. Goal I: Strengthen Staff Development and Retention - We reduced our staff turnover rate by
46% and have lowered our position vacancy rate to 6%.

2. Goal II: Integrate Data and IT Systems - We have identified and are implementing a new
electronic health record to allow for more efficiency in billing and record keeping.

3. Goal III: Enhance Program Quality and Expand Services - We created a Quality Assurance
Department, opened the Ray of Light Recovery Café and The Road to Renewal re-entry home,
and expanded programming to include a safe syringe contract, and sustainability and support
with the Massachusetts Department of Children and Families.

During the past two years Riverbend has had remarkable growth of services provided, as well as a
financial turnaround, and I am proud to announce Riverbend will have a financial surplus at the
end of fiscal year 2025.

We've endured both challenges and resilience in the communities we serve which have sharpened
our focus and affirmed the values that guide us: integrity, innovation, nimbleness, comprehensive
care, and a people-first approach. I am deeply grateful to all who contributed to this vision.
Together, we will continue to build a future where compassion meets action, and where lasting
change is not only possible but inevitable.

Michael Reinke
CEO




Big Hairy Audacious Goals Strategies for Success

(A detailed breakdown of goals year by year can be found on page 5)

e $25 million in annual revenue Revenue: Increase & Diversify
Achieving $25 million in annual revenue enables stronger resource allocation, Develop new residential programs
expanded capacity for client service, and investment in robust infrastructure— Develop / bring back the innovation/future initiatives meeting
laying the foundation for long-term growth and mission impact. Productivity

Fundraising / development

Business partnerships

Increase internal referrals

Increase tracking of billing and program outcomes

e 25% increase in program outcomes
(process, quality and continued improvement will be baked in the
cake as we go along)

A 25% improvement in program outcomes reflects enhanced quality, refined Systems: How can we not talk about this next month
processes, and a commitment to continuous improvement—ultimately leading to « Operational manuals

more meaningful and lasting change for the individuals we serve.

o Chief compliance officer
e New Electronic Health Records

e 25% increase in billing coming from outside billing insurance * Schedule of reporting
(2nd re-entry, sober homes, outreach grants) .
Expanding billing sources beyond insurance—through initiatives like second re- Staffing: Prepared & Ready

Recruit

Train from within

Internal staff development and training
Succession training

Compensation

Cross training and collaboration
Training budget for external

entry, sober homes, and outreach grants—strengthens financial stability, increases
flexibility, and builds organizational resiliency.

e A 5% reserve (30 days) in the bank
Establishing a 5% financial reserve provides a critical safety net, supports long-
term sustainability, and enhances the organization’s ability to respond to future

opportunities or challenges with confidence.

External Relations: Increase & Strengthen

e Expand referrals

Build donor base

Strengthen advancement team

Increase / structure for memorandums of understanding

Presence with elected officials

e Attorney on retainer

e Strengthen and support the board

o Friends of Riverbend advisory board

e Intentional collaboration between advancement & programs




SWOT

Strengths

» Leadership is collaborative and open

o Improved staff retention

o Staff training and development

» Good relationship and collaboration with external agencies
« Community connection and positive reputation

« Good corporate partner relations and fund raising
 High quality evidence based programs

o Forefront of Substance Use Disorder innovation

o Located in geographical areas of need

o Team dynamic / Strong staft

Weaknesses

o Management of growth needs systemic process
« Poor communication (decision making process, transparency, information flow)
« Supervisory flow of information, accountability, training, and support
« Inconsistent procedures across programs
« Unclear and overlapping roles
« Revenue losing programs continue to drag rest of agency down
(Ambulatory, Outreach, Sober Housing)
o Access to funding (Increase donor base)
« Conflicts of interest - renting space from contractors we work with, etc...
 Real estate (owning vs leasing)
« Finance and cash flow
o Finance / HR/and IT / Quality Assurance systems need to catch up to level of growth
o Minimal multi-lingual staff and translation capabilities
« Employee wellness (burnout, conflict, benefits, pay)
o Treatment modalities / best practices (trauma informed care, client care)
o Lack of compliance and understanding of compliance
(need for internal legal and compliance expertise)
« Frequent changes in policy and procedures causes confusion
« Lack of integration across programs

Opportunities

« Expand revenue positive programs, discontinue or curtail revenue losing programs
« Expand harm reduction outreach (specifically through fundraising)

» Long residential waitlists indicate growth potential for new programs

« Expanded sober housing

« Expand our real estate holdings

« Prevention services

 Social enterprise

« Community fridge sponsorship

» Geographic growth beyond Merrimack Valley

« Intentional blending of residential and ambulatory services

« Grants for treatment care within existing programs

« Recovery friendly workplace (raise profile to help reduce stigma)

o Telehealth

o Family, adolescent and children program

« Consolidate office space

« Consolidate management positions

 Hire Compliance Director to manage HIPAA and other regulatory issues

Threats

 Larger organizations bid on same contracts as us
« Small town politics and changes in attitude towards those we serve
 Lack of housing resources for those we serve
o Changes in focus and prioritization by government agencies (Federal cutbacks)
« New trends in drugs
o Low unemployment rates (difficulty hiring qualified staff)
» For-profit treatment
« Continued stigma (improving but still not great)
« Employee safety
« Take over by larger organization that could easily absorb our
programming
» Reputational damage resulting from poor planning and decisions
o Cyber attack
« Poor online reviews
|« Lack of in-house Medical Director



Five Year Plan

Year 2 Goals

« One new residential program

« Actively planning to enter new geographic region

o Medically Assisted Treatment now generating positive revenue
« Plan to replace aging residential buildings

« Digitize our old / archived documents

« Purchase a building we currently rent or move to a building we own
e 5% increase in program outcomes

« Increase philanthropic giving

o Implement after care efforts

« Plan for more prevention efforts

 Increase to 1.5% of revenue in cash reserves

o Merit increases / bonus based on performance

Social enterprise raise $150,000 external corporate contracts

Year 4 Goals

« One new residential program

« Begin construction on a new Men’s Recovery / Glenice Sheehan
» 4% increase of revenue in cash reserves

« 60% payroll to overall revenue

e 7% increase in program outcomes

« Increase philanthropic giving




Values

Innovative
We embrace creativity and forward-thinking to develop bold, effective solutions
that drive lasting impact. By challenging the status quo, we continuously evolve to

better serve our mission.

Nimbleness
We adapt quickly to changing needs and opportunities, staying responsive and
flexible to maximize our impact. Our agility allows us to act decisively and

efficiently in a dynamic world.

Integrity
We uphold the highest standards of honesty, transparency, and accountability.
Trust is the foundation of our work, and we are committed to doing what is

right—always.

Comprehensive Care & Aftercare
We provide holistic, compassionate care that addresses immediate needs and
ensures long-term recovery. Our commitment extends beyond initial intervention,

walking alongside those we serve every step of the way.

People first: Clients, Colleagues, & Community

We prioritize the dignity, voices, and needs of those we serve. Every decision
we make centers on empowering individuals and strengthening communities
with compassion and respect.

Org Chart
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101 Jackson Street, Floor 4, Lowell MA 01852
978.459.8656 ¢ info@riverbendmv.org



