
 
 

 

 

 

 

 

 

 

 

July 12, 2021 

Dr. Mitchell Louis Judge Li 
Founder, Take Medicine Back, PBLLC 
mitchlimd@takemedicineback.org 
 

Re: Invitation to Mountain Maladies + Take Medicine Back Virtual CON Forum July 14, 2022 

 

Dear Dr. Li, 

 

Thank you for the invitation for Novant Health to participate in the upcoming town hall discussion about 
Certificate of Need, including our application to build a hospital in Asheville, North Carolina. While we 
are not able to participate in this forum, we have supplied answers and information related to the topics 
and questions you provided last week. You will find those responses enclosed. 

As a not-for-profit health system, Novant Health exists to improve the health of communities, one 
person at a time. We have been interested in expanding our services in Western North Carolina for 
years and look forward to the next steps in the CON process to showcase our plans to bring 
compassionate, expert and personalized care to a growing part of the state in need of additional choice. 

Thank you again for the invitation and the opportunity to share our perspective. 

 

Sincerely, 

Dean Swindle 
Executive Vice President, and President Novant Health Enterprises 
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We are happy to respond to your questions below. 

Why did Novant Health apply to build a hospital in Asheville, North Carolina?  

As the only North Carolina-based health system applying, Novant Health has experience tailoring care to 
the needs of residents across the state. We have been interested in expanding our services in Western 
North Carolina for years and have a history of serving patients in the area through our managed 
partnership with Ashe Memorial Hospital in Jefferson and our Asheville-based imaging center, Open 
MRI. We believe we can build on these established relationships and provide support for a growing part 
of the state in need of additional choice.  

Can you explain your perspective on the national nursing shortage? 

The national nursing shortage, particularly a shortage of RNs who want to work at the bedside, existed 
prior to the pandemic, and Novant Health has long had plans in place to manage different scenarios that 
could impact our staffing levels. Plans include float pools and other staff sourcing as needed.    
 
We have always been focused on building our teams and improving the recruitment and retention of 
our nurses and professional support roles with programs centered on internal advancement, 
professional development, external recruitment and competitive incentives. Below are some of those 
many initiatives for recruitment and retention:    

• Competitive compensation incentives aimed toward recruiting and retaining registered nurses, 
certified nursing assistants, respiratory therapists and other clinical support staff   

• An accredited nurse residency program for new graduate nurses to create a pipeline of strong, 
clinical professionals    

• Support of internal advancement with the Upward Mobility RN Educational Assistance Fund, 
which improves financial well-being among team members seeking to become an RN   

• Focus on increasing resiliency through strategies to improve wellbeing and address burnout and 
fatigue   

• Introduction of new care associate and medication nurse roles that complement unit care 
delivery model.  

o Care associates are assistive personnel who can perform a limited number of delegated 
skills and other helpful tasks to support the delivery of patient care on a nursing unit.   

o Medication nurses are RNs or LPNs who help clinical nurses on a designated unit with 
administering oral, subcutaneous (SQ) and intramuscular (IM) medications. This support 
allows nurses to focus on patient assessments, care plans, education and discharges.  



 
 

 
 
 
 
 
 
 
 
 
 
 

• Prioritize growing our Professional Nurse Resource Team, which is an internal float pool. This 
team allows Novant Health nurses and other team members to have the flexibility to work 
different shifts at all facilities within our footprint.  

 
During COVID-19 pandemic surges, Novant Health received support from contract nurses to support and 
supplement team members. Now, as we continue to see a reduction of COVID-19 inpatient admissions, 
we evaluate each contract as it expires, which is the same process we have always followed for 
contracts.  
 
While we are and have been working toward reducing dependence on contract nurses, they help 
enhance our teams to ensure our continued ability to provide safe and quality patient care. It’s 
important for our communities to know and trust that we have the continued ability to care for them, 
and that they should seek care when they need it.    

Explain how you treat ancillary staff?  

At Novant Health, our business is the care of all people, starting with our own team members. We 
recognize that all team members are essential in helping us deliver on our mission to improve the health 
of our communities, one person at a time. We treat each other with respect and compassion. We 
embrace the differences in our strengths while fostering an environment of inclusion, empowerment, 
inspiration and courage. We value the role every position plays in caring for our patients, their family 
members and our communities.  

What are your thoughts when your non-profit/ tax exempt status is questioned, especially in the 
context of the recent NC treasurer's comments about provider relief funds being unnecessary for large 
healthcare systems? Also, explain your commitment to charity care. 

As a tax-exempt organization, we have a responsibility to provide a tangible benefit to our communities 
and Novant Health earns our tax exemptions every day. Anyone who comes through our hospital doors 
is treated regardless of their ability to pay and unlike other businesses, what we are paid for our services 
is determined by insurers and the government. The tax exemption we receive in North Carolina helps  
 
 
 
 
 



 
 

 
 
 
 
 
 
 
 
 
 
 
Novant Health continue its mission to provide critical services to our communities, including 
unreimbursed health services to individuals with Medicaid and Medicare coverage; free community 
health education and screenings; support groups; partnership with health-focused community groups; 
and participation in medical research and academic health programs —all without concern for a 
patient’s ability to pay. In 2021, Novant Health provided more than $1.1 billion in community benefit, 
including nearly $193 million in financial assistance (traditional charity care) to members in the 
communities we serve.  
  
As a not-for-profit health system, a robust charity care and financial assistance policy is a cornerstone of 
Novant Health’s culture and is an essential element in allowing us to provide remarkable healthcare to 
all members of our communities, regardless of their ability to pay. Our financial assistance program is 
one of the most generous in North Carolina and provides free care or care at a reduced price to 
uninsured patients who have a household income of up to 300 percent of the federal poverty level. This 
financial assistance program covers about 90 percent of all uninsured patients. For the other 10 percent 
who do not qualify because their incomes are above the guidelines, we offer a discount on their bill that 
is similar to a managed care contract discount, which means that patients in this category will not pay 
more than what an average insurance company may pay. We also offer no-interest payment plans for 
those who do not qualify for financial assistance and need the option of paying their outstanding 
balance over a period of time. 
 
As for the provider relief funds, the $273 million we received covers less than half of the adverse $603 
million financial impact we have incurred as a result of the pandemic. 

  
How do you work with independent physicians? 
 

Novant Health values relationships with both health system employed physicians and physicians in 
private practice. We are committed to partnering with independent providers in the Asheville area, just 
as we have in our other core markets, to achieve the triple aim of improved quality care and patient 
experience, improved health of the population and decreased healthcare costs, while offering a choice 
of care for patients in the Buncombe County area. Novant Health has many partnership models to 
support non-employed community physicians, including the following: 

- AXIA Physician Solutions – a management service organization for independent physicians. AXIA 
continues to look at new partnership models to bring tools and resources to physicians.  
 

https://www.novanthealth.org/Home/About-us/Community-engagement/Community-benefit.aspx
https://www.novanthealth.org/Portals/92/novant_health/documents/about_us/financial/2021/Charity%20Care%20Policy%202021.pdf
https://axiaphysiciansolutions.com/


 
 

 

 

 

 

 

 

 

- Novant Health Community Connect – allows independent physicians to partner with Novant 
Health and use EPIC’s EHR, practice management technology, and MyChart. 

- Clinically Integrated Network – an integrated healthcare delivery model in partnership with 
independent physicians designed to deliver high-quality patient outcomes and improve patient 
access at appropriate cost. 

- ChoiceHealth – a subsidiary of Novant Health that creates relationships with providers to 
improve the health of patients, enhance quality care and control costs.  

- Medical Staff privileges – Novant Health partners with independent practices who want to 
provide care in our facilities. We also contract with independent practices for services like 
emergency care, anesthesiology and more.  

 

If a need is determined to bring in additional physicians in any of the communities we serve, we work 
with local, established physicians to determine what physicians we may add in the area. We are always 
considering unique partnership opportunities and options.  

Explain your billing and collection practices.  

Here is a link to our billing and collection policy, which states: No legal or judicial action shall be taken 
against a patient for non-payment, including without limitation placing a lien on property, foreclosing on 
property, seizing a bank account or other personal property, commencing a civil action, garnishing 
wages, or causing an arrest or subjection to a writ of body attachment. 

Bills shouldn’t be hard for our patients to understand. Nearly a decade ago, Novant Health started to 
take steps to provide fair and transparent billing and pricing practices in order to alleviate concerns and 
confusion about the cost of care. Our goal is to give all scheduled patients an estimate of their financial 
responsibility before they arrive for their appointment or procedure. We give price quotes to patients by 
phone, mail and MyChart, our online patient portal. We also have dedicated financial navigators who 
are available to explain our prices, answer patients’ questions and help determine options for financial 
assistance.   
 
  

https://www.novanthealth.org/for-healthcare-providers/provider-resources/community-connect.aspx
https://www.novanthealth.org/for-healthcare-providers/novant-health-physician-network/nhcin.aspx
https://www.novanthealth.org/physician-services/choicehealth.aspx
https://www.novanthealth.org/Portals/92/novant_health/documents/patients_visitors/financial_services/Billing%20and%20collections/Billing_and_Collecting_Patient_Balances_English.pdf


 
 

 

 

 

 

 

Explain how price transparency is provided to Novant Health patients 

Novant Health has always sought to ensure our patients fully understand every aspect of their care – 
from care coordination and treatment plans to cost planning and counseling. We always want our 
patients to make the most informed healthcare choices possible.  We offer financial counseling for all 
patients, and our team is here to support patients in making the most informed healthcare choices 
possible.  

Novant Health takes compliance with these federal regulations seriously and is committed to ensuring 
that consumers have the tools and resources needed to gather an accurate estimate of their out-of-
pocket costs. We are proud that in the midst of an unprecedented pandemic, our teams were able to 
simultaneously develop two tools to ensure greater price transparency. Both the online price estimator 
tool and our negotiated rates with insurers are available on our website.  

Our teams will continue to refine our price transparency tools to not only ensure compliance, but to 
provide a real solution for consumers. Today, we believe we have accurate, easy-to-use tools readily 
available to assist patients in making the most informed health care choices possible. 

In addition to federal requirements, Novant Health has offered financial navigators for years. We know 
the best way for patients to understand their total out-of-pocket costs for care is to work with their 
insurer or speak with our financial navigator team. This expert team is on standby to support our 
patients and help them understand pricing estimates. Our financial navigators are often able to provide 
the patient a more robust view of the services they may need, helping patients understand what other 
services may go along with the care for which they’re looking to receive quote. 

How do you provide physician-led care? 

At Novant Health, physicians are in every area of leadership across the organization and are included in 
every business decision, including financial statement reviews, how and where to deploy capital, and 
how and where to deploy ambulatory clinics. This gives the physicians a voice in the decisions that 
impact their patients. It’s a business model that we’ve seen to be tremendously successful in our other 
service areas, and it’s something that would be beneficial in Western North Carolina as well.   

We believe that alignment with providers is essential, and we are committed to maintaining a physician-
friendly operating environment and a pluralistic approach to supporting various practice models.   



 
 

 

 

 

 

 

Is Novant Health committed to supporting LGBTQ patients?  

Diversity, inclusion, and equity are part of Novant Health’s core values. Novant Health stands for the 
safety, acceptance, and inclusion of all people – regardless of gender, race, sexual orientation, political 
affiliation, or any other facets of diversity. We celebrate these differences and use them as strengths to 
learn from one another and have courageous conversations that unify our team and help us provide 
culturally competent care to those we are privileged to serve.  

Novant Health has been recognized five times as a “Leader in LGBTQ Healthcare Equality,” by the 
Human Rights Campaign Foundation. As of 2022, Novant Health hospitals account for nearly 80% of the 
state’s facilities garnering this distinction.  

We have transcultural health managers who provide training to healthcare teams by developing 
customized education and strategies related to gender, race/ethnicity, age and other dimensions of 
diversity. We also recognize that implicit biases can impact how our team members care for patients, so 
we have implemented unconscious bias training to assist our workforce, including providers, in 
identifying and overcoming these biases so that we can provide remarkable, culturally competent care. 
Nearly 500 of our physicians and APPs have completed this training.  

How do you provide care in rural areas?  

Like many systems in North Carolina, Novant Health possesses a depth of experience in delivering care 
to communities across the urban, suburban, and rural continuum.    

 All our major service areas in Charlotte, Wilmington and Winston-Salem demonstrate this experience 
and provide the foundation from which we seek to expand outward. In these markets, we deploy a 
portfolio of physician clinics, outpatient centers, mobile care, and acute care settings that flex with the 
needs of the community and provide access to care in rural and urban settings.   

 We work with rural hospitals to help them preserve access to appropriate healthcare services in their 
communities.    

We have had a management agreement in place with Ashe Memorial Hospital in Jefferson, North 
Carolina, for nearly 10 years. Through this partnership, we’ve been able to increase service offerings, 
improve quality and provide access to best practice solutions, ensuring community members can remain 
close to home while receiving the best care possible.   


