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ANNUAL COMMUNITY REPORT

Serving Anson, Guilford, Harnett, Hoke, Lee, Montgomery, Moore,
Randolph and Richmond counties in central North Carolina.

WHO
ARE
WE?

Sandhills Center is a Local Management Entity (LME) and a Medicaid-funded
Managed Care Organization (MCO) that acts as an agent of the North
Carolina Department of Health and Human Services.
As an LME-MCO, we provide access to publicly-supported mental health,
intellectual/developmental disabilities and substance abuse services for
the residents of Anson, Guilford, Harnett, Hoke, Lee, Montgomery, Moore,
Randolph and Richmond counties.
Sandhills Center offers access to services in your community, a provider
network that is culturally competent and respectful, and a collaborative
approach to problem-solving and resource development.

HOW
CAN
WE
HELP?

Sandhills Center connects people in need of services with providers and
other partners in their local communities. Together, we team to promote
mental health, wellness and recovery.
We offer initial screening and answers to many of your questions. The
staff at Sandhills Center will advise you of available providers, and offer
you opportunities to make choices that are right for you.
Individuals who need help with mental health, substance abuse or
intellectual/developmental disabilities are encouraged to call our 24hour Call Center at 1-800-256-2452. Licensed mental health counselors
are always available take calls and connect people to the best care
provider of their choice. When needed, interpreter services will be
arranged through our Call Center. People with hearing impairments
and/or speech disabilities are encouraged to call our TTY phone number:
1-866-518-6778.
There is no cost for the call, screening or referral to a provider. Costs
may be covered completely or in part by Medicare, Medicaid or the State
of North Carolina. Some of the services may include (but are not limited
to):
• Addiction recovery
• Care coordination
• Peer support
• Psychiatry
• Family advocacy
• I/DD assessments
• Housing assistance
• Skill building
• Supported employment
• Medication management
• Geriatric specialties
• Youth services
• Outpatient counseling
• Medication-Assisted Treatment for substance use disorders
Sandhills Center also has a website that is dedicated to offering
behavioral health information, as well as free and confidential selfscreenings. The Access2Care evidence-based screening tool allows
individuals to take screenings any time from the privacy of a computer
or mobile device with an internet connection. For more information,
go to:

www.SandhillsCenterAccess2Care.org
02

OUR VISION
Sandhills Center partners with individuals, their families, service providers, policy makers and other community
stakeholders in creating, managing, and supporting behavioral health services that meet the needs of our
community.

WORKING PRINCIPLES
We strive to promote:
• Access to a continuum of services to meet the behavioral health needs of the citizens of Anson, Guilford,
Harnett, Hoke, Lee, Montgomery, Moore, Randolph, and Richmond counties.
• Active partnerships among individuals, families, providers and the community.
• High-quality mental health, substance abuse and intellectual/developmental disabilities services.
• Cost-effective delivery of services in the least restrictive environment, appropriate to individuals’ needs.
• A provider network that is culturally competent and respectful.
• A collaborative approach to problem solving and resource development.

ACCESS
Sandhills Center’s customer service phone line is open 24 hours a day, 7 days a week, including holidays.
Licensed mental health counselors are always available to take your call and connect you to the best care
provider of your choice.

TOLL FREE - 1-800-256-2452
TTY - 1-866-518-6778

THE REGION
Sandhills Center is one of seven LME-MCOs in North Carolina. We are located in the central part of the state,
serving Anson, Guilford, Harnett, Hoke, Lee, Montgomery, Moore, Randolph and Richmond counties.
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Map courtesy of the North Carolina Department of
Health and Human Services, adapted by Sandhills Center.
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Board photo credits: George E. Reynolds Jr., NAMI-Moore County, and Heather Odendahl, Sandhills Center Communications Specialist.
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A MESSAGE FROM THE CEO

As 2018 has drawn to a close, Sandhills Center enters its seventh year as a Managed Care Organization (MCO)
under the Medicaid 1915 (b)/(c) waiver. Since 2012, we have seen an array of system improvements which
have translated into expanded community services and a strengthened network of service providers.
Through our commitment to quality, evidence-based practices and fiscal prudence, we have positioned
Sandhills Center to operate a successful MCO for people living within Anson, Guilford, Harnett, Hoke, Lee,
Montgomery, Moore, Randolph and Richmond counties. In 2018, we celebrated a number of achievements.
We have engaged and encouraged a representative provider network, responded to identified service needs,
and broadened relationships with stakeholders that focus on increasing access and elevating behavioral
healthcare standards.
As we reflect on 2018 and look ahead to the new year, Sandhills Center is grateful to our members and
families, provider network, state and local leaders, and the residents of the region for their continued support.
We especially appreciate the dedication of our staff, the guidance we receive from the Consumer & Family
Advisory Committee, and the leadership of the Sandhills Center Board of Directors.
You have my commitment that Sandhills Center will persist in our efforts to live up to the high standards
that you expect, and we will continue to encourage members to utilize the services that are appropriate and
best-suited to their needs. We also will extend our diligence toward ensuring that quality and cost-effective
services are available to those in need.

Victoria Whitt,
Chief Executive Officer
Sandhills Center
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ENGAGING AND ENCOURAGING OUR PROVIDER NETWORK
TRAINING AND PROVIDER DEVELOPMENT
Sandhills Center values the relationship we have with our provider network. We believe that engaging and
encouraging a high-quality network involves taking a robust approach to training and educational development. We know that putting our providers on a path to knowledge leads to better outcomes for the individuals
and families who receive services. In 2018, Sandhills Center hosted training and technical assistance sessions
on a variety of topics. Two examples include QPR Gatekeeper train-the-trainer instruction, and informational
programs on the new statewide Health Information Exchange (HIE).
The QPR Gatekeeper sessions certified 15 instructors from various Sandhills Center counties. QPR stands for
Question, Persuade and Refer, which are the three steps to help save lives from suicide. Sponsoring QPR
Gatekeeper instruction has become a mutually-rewarding
experience because participants gained valuable skills to
help their organizations, and Sandhills Center gained 15
new training partners. The newly-certified Gatekeepers
have agreed to teach a minimum of three 2-hour QPR
training sessions annually in collaboration with us.
For the HIE training, we hosted two sessions within the
region to make the training accessible to providers.
The purpose of the training was to aquaint our network
with NC HealthConnex, the new HIE that providers will
need to connect with in order to submit data required by
the NC Department of Department of Health and Human
Services. Providers must connect to the new HIE to continue
receiving payments for the Medicaid and state-funded
services they offer. NC HealthConnex is expected to
improve the quality of integrated care, enhance safety,
boost recovery outcomes and reduce overall healthcare
costs by making health data available to participating
providers. We know that the use of data allows organizations to better manage their business strategies. Sandhills
Center embraces high-quality programs like the HIE
informational meetings so that our providers are prepared
for full implementation on June 1, 2019.
Through the use of targeted training sessions, technical
assistance and community education, Sandhills center is
elevating the quality of services offered throughout our area.
We are ensuring that members are served by well-trained,
experienced provider staff that are up to date on the most
advanced clinical practices.

KEEPING PROVIDERS ON
THE RIGHT PATH
Sandhills Center will continue to monitor the
training needs of the providers in our network.
We host Provider Forums quarterly, with special
Provider Orientation sessions held each May.
An array of other training opportunities are offered each month throughout the year. Course
descriptions and registration information can
be obtained by logging on to our website and
clicking on the “Calendar” headline.

www.SandhillsCenter.org

INCREASING SERVICE RATES
			
Sandhills Center increased service rates by 3 percent for providers of community-based Intermediate Care
Facilities, Outpatient Services, including Evaluation and Management Coding, and all Innovations Waiver
services. The new rates began July 1, 2018.
We are committed to reinvesting savings in services, and we are dedicated to working with our network of
providers to improve access and availability of high-quality behavioral health services. We continue to explore
opportunities to make adjustments to services, reimbursement rates and service-delivery models to more
effectively meet our members’ needs.
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PROVIDER SATISFACTION SURVEY SAYS...
According to survey results released in early 2018, Sandhills Center maintains a strong relationship with providers
while successfully overseeing and managing behavioral health services.
The survey measured provider satisfaction among each of North Carolina’s LME-MCOs, and was conducted by an
independent review organization on behalf of the North Carolina Department of Health and Human Services.
Sandhills Center rated as the highest LME-MCO on 13 of 23 questions, the most of our peers. Our score was 91.8
percent for the question that rates overall LME-MCO satisfaction. This was the highest score of our peer organizations
and is significantly higher than the overall average from the previous year.
Other areas where Sandhills Center scored the highest were:
• Accessibility for information, referrals and appointment scheduling.
• Response time for provider needs.
• Responsiveness to local community stakeholders.
• Accurate, timely processing of claims.
• Informative, helpful training for information technology and provider network issues and keeping providers
updated, as well as answering questions accurately.
• Providing a useful website with the tools and materials necessary for successful operation.
Sandhills Center is pleased that the survey results reaffirm our commitment to giving providers the tools they need to
offer quality, evidence-based and appropriate treatment for our members.

RESPONDING TO IDENTIFIED NEEDS
A COMMITMENT TO STEWARDSHIP AND QUALITY OF CARE
For the second straight year, Sandhills Center had the highest reported percentage of service level spending
of the seven LME-MCOs in the state, according to a report from the NC Department of Health and Human
Services. The report shows investment in non-Medicaid services for the past fiscal year, which ended June 30,
2018. It illustrates that Sandhills Center spent 128.4 percent of the required service spending for the year,
exceeding the target of 100 percent, and exceeding the statewide average spending of 107 percent.
Sandhills Center takes innovative approaches to utilizing our fund balance to ensure quality of care while
monitoring appropriate use of resources.
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SANDHILLS CENTER REINVESTING SAVINGS IN FACILITY-BASED CRISIS SERVICES
Sandhills Center has identified a decisive need for crisis services for both children and adults in the region.
Currently, there are two facilities planned and one location opening in early 2019 that will offer Facility-Based
Crisis services to our members. These are the projects that are currently underway:
•

•
•
•

Randolph County -- Work began in January 2018 to remodel an existing building located at 110 Walker
Ave., in Asheboro, to offer Facility-Based Crisis services for adults. Construction is nearly complete. The
crisis center will be operated by Daymark Recovery Services, and will include a 16-bed, non-medical unit
that will serve as an alternative to hospitalization for
adults in crisis. Also included is an observation unit
which offers time for individuals to be treated and their
level of care needs assessed for up to 23 hours.

•
•
•
•
•
•
•
•

Richmond County -- Community conversations sparked
the development of a Child Facility-Based Crisis unit in
the sourthern-most area of our region. Sandhills Center
was awarded $1 million from the state, allowing the
Board of Directors to purchase land in Richmond County
for a Child Facility-Based Crisis center. It will offer 24/7
walk-in crisis services, a 23-hour observation unit, 16
beds, outpatient services and medication management.

•
•
•
•
•
•
•
•
•
•
•
•
•
•

Guilford County -- In December 2018, Sandhills Center
announced a partnership with the Guilford County Board
of Commissioners and Cone Health to develop adult and
youth Facility-Based Crisis services in one complex at a
location in Greensboro. Two buildings are planned. The
adult facility will feature a 16-bed crisis center, a 23hour observation unit and outpatient services for adults,
adolescents and children. The second building will be
designed for children as a non-medical facility and an
alternative to hospitalization. It also will have 16 beds,
and services will be available around the clock. Guilford
County selected Cone Health to serve as the provider
for the adult facility, and Sandhills Center will choose a
provider for the youth center at a later date.

•

Funding for a portion of these projects will come from
reserve funds designated by the Sandhills Center Board of
Directors. Savings from managing Medicaid services under
the 1915 (b)/(c) waiver has made it possible. One of the
benefits of Sandhills Center becoming a waiver site for
managing services was that savings could be reinvested
back into local communities.
Sandhills Center is committed to seeing that adults and
children who receive crisis services will continue to participate in behavioral health treatment by accepting referrals
and connections to community providers. We look forward
to the positive impact these service additions will have on
our region.

INCREASED FOCUS ON
INTEGRATED CARE THROUGH TCLI
To ensure that individuals with severe mental
illness can live stable lives, Sandhills Center has
embraced the integrated or whole-person care
model to address both physical and behavioral
health. We believe that when an individual’s
physical health is diminished due to illness or
medication side effects, it becomes difficult to
maintain competitive employment, earn a steady
paycheck and become fully active residents of
their communities.
In 2018, Sandhills Center identified a significant
number of our members who met the criteria for
the state’s Transitions to Community Living
Initiative (TCLI) were not able to take advantage
of the services due to pervasive health care
needs.
TCLI provides eligible adults who have serious
mental illnesses the opportunity to choose
where they live and work, thereby promoting
recovery through providing long-term housing,
community-based services, supported employment and community integration.
Sandhills Center is now assessing both physical
and mental health care challenges of people
who fit the criteria. Staff continue to identify
members who need follow-up assessments,
including those taking medications intended to
improve health but experience side effects that
manifest in behavioral ways.
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FEEDBACK BRIDGES GAPS
Sandhills Center values stakeholder feedback to identify gaps in services. The Community Needs Assessment
Stakeholder Surveys are conducted each year to gain insights from members, families and other community
partners. In 2018, as in previous years, the Sandhills Center Consumer & Family Advisory Committee (CFAC)
played an active role in helping to promote completion of the the surveys.
As a result, the survey clearly identified the need to expand crisis services throughout the region, as noted in
this report. We also found a need to expand availability of Medication-Assisted Therapies (MAT) for opioids.
A modifier was also added to our online provider directory to allow members to easily search for their desired
MAT provider.
Sandhills Center wishes to thank everyone who completed and contributed to distributing the stakeholder
surveys. Strategies for addressing gaps in services are continuing. Recommendations and solutions are
announced when appropriate.

BROADENING RELATIONSHIPS WITH STAKEHOLDERS
MEMBER EDUCATION IS IMPORTANT TO US
Sandhills Center is proud of the opportunities our members and their families have to reach their full
potential. Connecting them with our Family Support and Community Collaboration program continued to
benefit families in 2018. The program is a partnership between Sandhills Center and North Carolina Families
United.
Five family support advocates represent Sandhills Center and Families United throughout the nine-county
region. In each county, they regularly facilitate workshops and support groups where families are afforded
opportunities to hear from professionals on important topics, share concerns and learn from each other. The
advocates also facilitate collaboration among stakeholders, and educate agencies about Sandhills Center
resources. In 2018, programming offered through the partnership included:
• Anger and Stress Management workshops
• Foster parent support groups
• Human Trafficking workshops
• Fetal Alcohol Spectrum Disorders workshop
• “Autism 101”
• Autism support groups
• “Helping Your Child Identify and Express Their Feelings”
• “Living After Losing”
• Personality Disorders training
• Oppositional Defiant Disorders workshop
• “Understanding Data and Gaps in Mental Health Services Among the Latino Community”
• Family Loss and Trauma support groups
• “Trends in Marijuana and Opioid Use”
• Depression and Suicide Awareness
• “E-Cigarette Use Among Youth”
Sandhills Center members are encouraged to utilize Family Support and Community Collaboration resources
throughout the year. The partnership is committed to linking member families with valuable educational
programming within their communities. A complete schedule of events is posted on our website under the
“Calendar” heading at www.SandhillsCenter.org.
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CELEBRATING 10 YEARS OF CRISIS TRAINING
Sandhills Center had reason to celebrate a milestone in 2018. For 10 years, we have cosponsored Crisis
Intervention Team (CIT) training for first responders.
CIT is a partnership between Sandhills Center, law enforcement and other first responder agencies, local NAMI
chapters and area community colleges. The CIT training program was created to divert individuals living with
behavioral health conditions from arrest through the creation of more effective interactions among law
enforcement, providers, individuals living with mental illness and their families.
Traditionally, CIT is a rigorous 40-hour program with blocks of information taught by subject matter experts.
Students participate in simulation activities, as well as go into the community to meet with individuals with
lived experience. The individuals share information about themselves, their loved ones and interactions they
have had with first responders. Relationships and collaborations form throughout the week between the
participants and speakers.
The emergency medical services (EMS) CIT curriculum is slightly shorter at 32 hours. For CIT alumni, 8-hour
advanced courses have been held in the region for the last two years.
In 2008, Sandhills Center conducted its first CIT class for law enforcement personnel in Moore County. During
the past decade, CIT in the region has grown to include not only city police officers and county sheriff’s
deputies, but also NC Department of Public Safety probation and parole officers, telecommunicators, campus
police, paramedics and military police. Sandhills Center has been involved with CIT curriculum offered during
Basic Law Enforcement Training (BLET) at Randolph Community College for two years.
In 2018, we had our first K-9 officer (see photo, below) graduate from the
program, and we held our first-ever Hoke County class and a week-long
session tailored to school resource officers in Guilford County.
In total for 2018, 12 classes were held in our communities, with 211
earning CIT certification. Here is the breakdown of participants during
the year:
• Sworn officers -- 101
• Out of county participants -- 7
• School resource officers -- 21
• Other first responders (including BLET students) -- 82

Hoke County Sheriff’s
Deputy Mark Davies
and K-9 Officer Rocky
participated in CIT
training August 6-10.

Since its inception in 2008, Sandhills Center has cosponsored
66 CIT classes, and graduated nearly 1,350 participants. We
embrace the philosophy that CIT has many benefits, including:
• Reduced injury rates among officers and people with mental
• illnesses.
• Reduced criminal justice system costs and the need for
• additional crisis resources.
• Increased referral rates and reduced arrest rates among people
• with behavioral health challenges.
• Improved collaboration between law enforcement and agencies.
• A reduction in myths and stigmas associated with mental illness.
• Appropriate face-to-face interactions between first responders,
• people with mental illness and their families.

Photo credit: Kellie Moran, Sandhills Center Justice Systems Clinical Liaison.
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CONTINUING THE OPIOID FIGHT

								By joining with community partners and expanding
								the services that are delivered by our provider
								network, Sandhills Center continued its efforts to
rai								raise awareness and expand treatment options
								for opioid misuse.
								In February and March 2018, Sandhills Center
								collaborated with the Harnett County Sheriff’s
								Office, Daymark Recovery Services, local pharma								cists and Harnett County Schools to present opioid
								prevention assemblies -- entitled “The Face of Opioid
								
Abuse” -- in five Harnett County high schools.
								About 5,500 students learned that opioid addiction
								can affect anyone, and that addiction often starts
								with doctor-prescribed pain medications for routine
dental procedures and sports injuries. We believe that raising awareness in the youth population will prevent a new
generation of opioid misuse.
Sandhills Center also has funded an expansion of the number of providers offering Medication-Assisted Treatment
(MAT). Suboxone administration was expanded through a pilot program that requires MAT providers to adhere to an
integrated, evidence-based practice model that includes a continuum of care plan, concurrent behavioral therapy
and U.S. Drug Enforcement Administration compliance.
Sandhills Center believes that taking a variety of approaches to the opioid crisis can be part of the solution. Preparing
young people to understand the seriousness of addiction is one avenue, and evidence-based medical efforts such as
MAT are another.

24/7 CALL CENTER

1-800-256-2452
Administrative Offices
mailing address:
P.O. Box 9
West End, NC
(910) 673-9111

www.SandhillsCenter.org
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Sandhills Center is fully accredited by URAC in the areas
of Health Network, Health Call Center, and Health
Utilization Management, which ensures that our
members receive high-quality service. We make sure
that you receive the attention and care you deserve
while protecting your privacy.

