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A MESSAGE FROM THE CEO
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SANDHILLS CENTER DEMONSTRATES COMMITMENT 

Looking back over the past quarter, it is evident that spring was a memorable 
season for Sandhills Center. 

During this time, we learned that we had attained reaccreditation through 
URAC in the areas of Health Network, Health Call Center and Health Utilization 
Management. URAC reaccreditation means that Sandhills Center continues to be 
among a select group of organizations throughout the United States that have 
worked to meet rigorous standards for quality and accountability. We are proud 
of the significant efforts of our staff, with support from the Board of Directors, 
in meeting this achievement once again. The reaccreditation period lasts until 
May 2022.

Also this past spring, Sandhills Center hosted well-attended events within the 
region, including the Consumer and Family Advisory Committee (CFAC) state-
wide meeting, which was a day-long conference held in Guilford County. CFAC 
members from across the state gathered in April to learn about imminent 
changes to the Medicaid system in North Carolina. The agenda also allowed for 
consumers and their family members to offer their comments and concerns 
to state administrators.

In May, Sandhills Center held two identical Provider Orientation sessions in the
northern and southern geographic areas of the region. The annual orientation
offers a foundation for those who are new to the network, and serves as a 
refresher for established providers. Provider Orientation sessions allow for 
positive communication between Sandhills Center and our network, and grant 
providers the opportunity to receive concise and accurate information directly 
from our leadership and staff.

The CFAC and provider gatherings, as well as the reaccreditation achievement, 
are just a few examples of Sandhills Center’s commitment to Anson, Guilford, 
Harnett, Hoke, Lee, Montgomery, Moore, Randolph and Richmond counties. 
Our efforts to provide information and training to our stakeholders, as well 
as our commitment to quality, help to fulfill the definitive goal of building 
healthier communities together -- not just during this recent spring season, but 
throughout each and every year.
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SANDHILLS CENTER OFFERS PROVIDER ORIENTATION

Sandhills Center strives to ensure that our provider network is aware of  
contractual responsibilities by offering them essential information they need, 
along with technical information and support. In addition to ongoing training 
opportunities for providers, Sandhills Center hosts quarterly Provider Forums 
that are geographically accessible to our providers. The last Provider Forum 
of each fiscal year serves as the Annual Provider Orientation. This year, the 
orientations were held on May 17 at Richmond Community College in the 
southern part of the catchment area, and on May 22 at Randolph Community 
College in the northern section of the region.

To encourage attendance at both events, electronic notices -- including the 
agenda, list of speakers and topics -- were sent to providers in advance and 
posted on the Sandhills Center website. In total, 111 providers participated in 
the May forums. 

The agenda was structured to give our network an opportunity to learn about 
applicable requirements and standards, in addition to other trending topics 
including, but not limited to:

• Medicaid Transformation, provided by Sandhills Center CEO Victoria Whitt.
• External and Quality Programs/Network Operations information regarding 

Access to Care, sanctions and disputes, credentialing and recredentialing, 
provider contracts, clinical practice guidelines and network monitoring.

• An overview of Quality Management.
• Details about the Customer Service Department including the Member 

Handbook, Consumer Rights and Responsibilities, eligibility and enrollment, 
grievances and incident reports.

• Responsibilities of the Care Management/Utilization Management, Finance 
and Program Integrity departments.

• Care Coordination instruction covering the housing plan, Medicaid B3 
      services and the Innovations Waiver. 
• Analysis of recent consumer, provider and stakeholder surveys.
• An overview of the website -- www.SandhillsCenter.org -- highlighting 
      navigation, information pertinent to the Sandhills Center Provider 
      Communications Plan, and the webpage dedicated to Provider Orientation.

Sandhills Center is resolved to assist network providers in achieving compli-
ance with requirements to remain in good standing. We know that supporting
providers assures that people who need their services have better opportunities 
for access, choice and positive results.

NETWORK
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SANDHILLS CENTER EARNS URAC THREE-YEAR REACCREDITATION

Sandhills Center has attained reaccreditation from URAC, the nation’s largest 
healthcare accrediting organization, in the following areas:

• Health Call Center -- provides clinical triage services to enrollees in a       
manner that is timely, confidential and includes medically-appropriate care 
and treatment referral.

• Health Utilization Management -- ensures utilization review, follows a 
      process that is clinically sound and respects individuals’ and providers’ 
      rights, and operates within reasonable guidelines.
• Health Network -- includes key quality benchmarks for network manage-

ment, provider credentialing, quality management and improvement,  
      and consumer protection. URAC standards require health networks to 
      establish self-monitoring practices, emphasizing quality assurance and 
      improvement.

Sandhills Center’s three-year reaccreditation is in effect from May 1, 2019 to 
May 1, 2022.

Founded in 1990, URAC is the independent leader in promoting healthcare 
quality through leadership, accreditation, measurement and innovation. 
URAC is a nonprofit organization using evidence-based measures and develop-
ing standards through inclusive engagement with a range of stakeholders
committed to improving the quality of healthcare. 

URAC’s portfolio of accreditation and certification programs span the health-
care industry, addressing healthcare management and operations, health 
plans, pharmacies, telehealth providers, physician practices and more. URAC 
accreditation is a symbol of excellence for organizations to showcase their 
validated commitment to quality and accountability.

The URAC accreditation process demonstrates a commitment to quality 
services and serves as a framework to improve business processes through 
benchmarking organizations against nationally-recognized standards. URAC’s 
accreditation process enables learning and compliance with these healthcare 
standards, and supports improvements and innovation in healthcare manage-
ment and delivery. 

“Sandhills Center first earned accreditation from URAC on May 1, 2010,” 
explains Victoria Whitt, CEO of Sandhills Center. “By achieving this status, 
once again, we continue to demonstrate a comprehensive commitment to 
quality care, improved processes and better outcomes for the individuals and 
families who receive services. We are proud of our accomplishments.”

SERVICES
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SANDHILLS CENTER CFAC HOSTS STATEWIDE EVENT

The Consumer and Family Advisory Committee (CFAC) of Sandhills Center was 
honored to host a meeting of CFAC representatives from across North Carolina 
on April 1, 2019.

Approximately 81 individuals gathered in Guilford County to hear presenters 
who focused on upcoming changes to the behavioral healthcare landscape. 
Speakers included Leann Henkel, chair of the Sandhills Center CFAC and a 
member of the Sandhills Center Board of Directors; State CFAC Chair Benita 
Purcell; and Victoria Whitt, Sandhills Center CEO. 

During opening remarks, Henkel noted that the purpose of the meeting was to 
learn how the impending Tailored Plans will impact people who receive services 
through Medicaid and state-funded Local Management Entities-Managed Care
Organizations (LME-MCOs), such as Sandhills Center.

“Today we have the chance to reflect on those changes, to ask questions, and 
very importantly, to make recommendations regarding those changes,” Henkel 
said. “Today we have an opportunity and a responsibility. We ask that our 
collective voice be heard as individuals and families for whom any change in 
service delivery and/or policy affects us.”

Keynote speakers were: Kathy Nichols, Associate Director of Services and 
Supports for the North Carolina Department of Mental Health, Developmental 
Disabilities and Substance Abuse Services (DMH/DD/SAS); and Dave Richard, 
Deputy Secretary for NC Medicaid/Department of Health and Human Services 
(DHHS). Nichols and Richard detailed the Tailored Plans and offered ample time 
for CFAC members to ask questions and provide feedback. 

State CFAC members also participated in small group sessions to discuss policy 
issues and recommendations for DHHS. Staff of the Community Engagement 
and Empowerment Team of DMH/DD/SAS served as facilitators.

Local CFAC members advocate for improvements in quality care, and they
identify barriers, service gaps and other needs. CFACs also recommend 
possible solutions. CFACs serve as a bridge between the LME-MCO and their 
communities. They give voice to families and individuals who use behavioral 
health services, and work to ensure that the development and delivery of 
services remains responsive to the individuals who receive services. The State 
CFAC advises DHHS and the General Assembly on the planning and management 
of the DMH/DD/SAS.

The Sandhills Center CFAC was honored to host the statewide CFAC meeting. 
Sandhills Center CFAC members expressed their hope that the attendees took 
away valuable information to share in each of their communities.

COMMUNITY



Revenues

Medicaid Service Contracts         $243,937,049   68.9%

State, Federal Service Funds
and Medicaid Flow                         31,966,294      9.1%

County General and
Other Local                                    12,016,665      3.4%

I/DD Treatment Planning
Administration and 
MH/SA Treatment Planning              8,926,196      2.5%

Medicaid Administration            
General and LME
Administration                               15,878,804      4.5%

Medicaid Reserve Funds                   5,476,194      1.5%

Fund Balance                                  35,683,987   10.1%

TOTAL                                       $353,885,189    100%

Expenses

Contracts                                   $318,175,725    89.9%

Personnel                                       28,105,667     8.0%

Materials and Supplies                         436,787     0.1%

Current Obligations                          5,754,864     1.6%

Fixed Charges and Capital                1,412,146     0.4%

TOTAL                                       $353,885,189    100%

68.9
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Sandhills Center assures that people in need of assistance 
have access to quality mental health, intellectual/developmental 

disabilities and substance abuse services in the central 
North Carolina counties of Anson, Guilford, Harnett, 

Hoke, Lee, Montgomery, Moore, Randolph and Richmond.

24-HOUR CALL CENTER

1-800-256-2452
TTY: 1-866-518-6778

VISIT US ONLINE

www.SandhillsCenter.org

FREE AND CONFIDENTIAL ONLINE BEHAVIORAL 
HEALTH SCREENING AND RESOURCES

www.SandhillsCenterAccess2Care.org

Sandhills Center is nationally accredited.
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