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Starting the new year off strong has given Sandhills Center the momentum and enthusiasm 
that we believe will endure throughout the year. Looking back at the last few months, here 
are some examples that indicate we are making great strides in our work: 

 • In January, we received positive results from the 2019 Provider Satisfaction Survey. The 
survey queries our network of providers and compares results among the seven Local 
Management Entities-Managed Care Organizations (LME-MCOs) in North Carolina. This 
was the fourth straight year Sandhills Center has received high marks. We are thankful 
to have built relationships of trust and respect with our provider network. We believe the 
survey results offer continued peace of mind to individuals and families who are enrolled 
in mental health, intellectual/developmental disabilities and substance abuse services.

 • In February, the first Crisis Intervention Team (CIT) training class of 2020 was held in 
the Sandhills Center region. This year, we are expected to meet or exceed the 2019 CIT 
training schedule. CIT training has grown exponentially since we first began offering it to 
law enforcement and other first responders in our region in 2008.

 • In March, Sandhills Center proudly launched a new and improved Provider Directory. 
It can be found in the same locations on our website as the older directory. The new 
version allows Sandhills Center members opportunities to gain provider information that 
was not previously available on the site. We believe that the users’ experience will be 
greatly enhanced due to simplification, as well as the addition of new search features 
and categories. 

Sandhills Center looks forward to maintaining this momentum. We believe that meeting 
and exceeding our own high expectations makes a significant difference in the lives of 
individuals and families in Anson, Guilford, Harnett, Hoke, Lee, Montgomery, Moore, 
Randolph and Richmond counties. We look forward to continuing the strong relationship we 
have with individuals and families, providers, and our community partners. 



Community

Sandhills Center recently launched its 
twelvth year of Crisis Intervention Team 
(CIT) training in the region.

Sandhills Center and our community 
partners are on track to meet or exceed 
the 2019 CIT training year, in which we 
trained more law enforcement personnel 
and other first responders than any year 
since the training began in our region in 
2008.

CIT for law enforcement and other first 
responders is an international program 
that was created to prevent arrest and 
incarceration for “nuisance” or misde-
meanor crimes, and to connect people 
experiencing a crisis with treatment 
resources instead of visits to hospital 
emergency departments. Through CIT
training, Sandhills Center and our com-
munity partners strive to give first 
responders tools and resources so that 
they can effectively interact with people 
who have mental illness, their families 
and providers.

NEW CIT SCHEDULE UNDERWAY FOLLOWING A RECORD 2019
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In 2019, a training class was held at least 
once in eight of Sandhills Center’s nine 
counties (CIT in Randolph County had 
been coordinated exclusively by Randolph 
Community College). In total, 14 CIT 
classes were held within the region last 
year.

Participants included 130 sworn officers, 
15 telecommunicators, 26 emergency 
medical services (EMS) personnel, five NC
Department of Public Safety officers, and 
one firefighter. Among the sworn officers
were campus police, airport security 
personnel and school resource officers. 
In total for last year, Sandhills Center 
coordinated 14 classes and graduated 177 
participants from 36 departments and 
agencies.

CIT is recognized as a best practice by 
multiple organizations including the 
National Alliance on Mental Illness, the U.S. 
Department of Justice, the U.S. Department 
of Health and Human Services and the 
Substance Abuse and Mental Health 

(continued on page 5)
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Services Administration. CIT is taught by local subject-matter experts. In addition to class-
room training, first responders also participate in simulation and role-playing activities, and 
engage in meaningful conversations with community residents who have lived experience.

CIT was founded in 1988 in Memphis, Tenn., following the police-involved shooting 
death of an individual with mental illness. In North Carolina each year, it is estimated that 
tens of thousands of people with severe mental illness are incarcerated. Encounters 
between these individuals and law enforcement personnel can sometimes end tragically. 
CIT training plays an important role in educating officers to respond effectively in such 
situations. Communities that subscribe to the CIT program model have higher success rates 
in resolving crisis situations than those that do not, according to research.

In the 11 years since Sandhills Center began offering CIT training in the region, we have 
cosponsored 80 classes and graduated about 1,500 participants. We pledge to build on this 
success throughout 2020. 

To see the 2019 CIT Year In Review publication, or to keep up to date with the latest CIT 
news now and throughout 2020, visit our website --

https://www.sandhillscenter.org/about/crisis-intervention-team



SANDHILLS CENTER EARNS HIGH SCORES FOR PROVIDER SATISFACTION

For the fourth straight year, Sandhills 
Center has scored highest among our peer 
organizations on a variety of measures, 
according to a recently released survey 
commissioned by the North Carolina 
Department of Health and Human Services 
(NCDHHS).

The survey gauged provider satisfaction 
among each of the state’s seven Local 
Management Entities-Managed Care 
Organizations (LME-MCOs), and was 
conducted in 2019 by an independent 
review organization on behalf of the 
NCDHHS. 

The results were released in January 
2020, and show that Sandhills Center 
scored as the highest LME-MCO on 10 of
23 questions, the most of any of the 

LME-MCOs. We were the only LME-MCO to 
have more than five questions scored as 
the highest. 

Sandhills Center also scored at 91.9 
percent for the question that rates overall 
LME-MCO satisfaction. Performance on 
that response was the highest of our 
peer organizations and was statistically 
higher than the overall state average of 
88.9 percent.

This marks the fourth year Sandhills 
Center has received the most number 
of highest scores on the survey, and the 
fourth consecutive year we received the 
highest statewide score on the question 
judging the overall satisfaction with the 
LME-MCO. 

(continued on page 7)

Network
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In the 2019 survey, providers identified 
these areas where we excelled:

 • Accessibility for information, referrals 
and scheduling of appointments.

 • Response time for provider needs.
 • Responsiveness to local community 

stakeholders.
 • Informative, helpful training for 

     information technology and provider 
     network issues, and keeping providers 
     updated, as well as answering ques-
     tions accurately.
 • Addressing provider interests in 

     Provider Council and provider satisfac-
     tion with the network.
 • Offering informative trainings that meet 

the needs of providers.

Sandhills Center scored at or above the 
statewide average on 98.6 percent of 
the questions in the survey, the highest 
in North Carolina. There were no perfor-
mance areas rated as the statewide 
minimum. We also had eight results that 
were statistically higher than the 2019 NC 
Overall result, and had no results that 
were statistically lower than the 2019 NC 
Overall result.

Sandhills Center strives to be responsive 
to our provider network in the areas of 
quality training and technical assistance, 
while offering accurate and prompt auth-
orizations and payment for their work. 
Maintaining a positive relationship with 
our providers helps to ensure that individ-
uals and families within the nine-county 
region have access to quality care.

The 2019 Provider Satisfaction Survey 
results reaffirm Sandhills Center’s com-
mitment to our network, while successfully
implementing oversight and management 
of the behavioral health services in our 
region. For detailed information about the 
survey, visit the Performance Measures 
section on our website -- 

www.SandhillsCenter.org

https://www.sandhillscenter.org/about/performance-measures


Services
SANDHILLS CENTER LAUNCHES IMPROVED
PROVIDER DIRECTORY
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Sandhills Center recognizes that the availability of complete 
and accurate information is imperative for our members to 
make informed decisions about behavioral health care.

For several years, visitors to our website have had the 
ability to browse for potential providers using our extensive 
Provider Directory. Users have been able to search by 
service type, language, specialty areas of practice, and they 
have had the option to narrow their search by geography. 
More recently, Sandhills Center began working to improve 
users’ experiences, making the site more intuitive while 
presenting additional provider details. 

In March, we launched a new Provider Directory that we 
believe offers a significantly improved user experience and 
increased access to services. Changes to the site are based 
on feedback from the Consumer & Family Advisory 
Committee, providers, individuals, families, staff and other 
stakeholders.

This improved version of the directory incorporates ele-
ments that are important for future national accreditation. 
Along with a new look containing distinctive categories -- 
such as agencies, hospitals, programs and clinicians -- the 
following options have been added:

 • Search by clinician practitioner type.
 • Search by clinician specialty.
 • Search by clinician gender.
 • List provider accreditation.
 • Providers with a certified and rostered specialty (such 

as DBT, TF-CBT, sex offender treatment/evaluations, for 
example) will be asterisked (*) in the search results. 

 • Listings of provider service sites.
 • Detailed instructions on how to search, view and print.

(continued on page 9)



Users of the new directory will continue to have Spanish or English language options. The 
most significant enhancement is the ability to search by individual clinician. The older 
directory allowed users to search only by provider. With the new site, individuals can use 
the search engine by entering minimal criteria.

We recognize that ease of use is extremely important. In this digital age, it is common for 
healthcare decisions to be made by using information derived online. Sandhills Center will 
continually look for new ways to improve the site and keep provider information current. 
Our goal is to make the new Provider Directory a trusted resource for treatment options for 
our members.

To access the new Sandhills Center Provider Directory, visit -- 

http://shcextweb/SHC_ProvidersDirectory/ 
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http://shcextweb/SHC_ProvidersDirectory/


ANNUAL BUDGET 2019-2020

Financials
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REVENUES

Medicaid Service Contracts            244,563,397                    70.4%

State, Federal Service Funds   
and Medicaid Flow                           46,529,775                    13.4%

County General 
and Other Local                               11,959,345                      3.5%

I/DD Treatment Planning
Administration and
MH/SA Treatment Planning              11,527,403                      3.3%

Medicaid Administration 
General and LME 
Administration                                 15,177,410                      4.4%

Medicaid Reserve Funds                     5,528,731                      1.6%
  
Fund Balance                                   11,905,734                      3.4%

TOTAL                                          347,191,795                     100%

70.4

EXPENSES

Contracts                                       310,612,699                   89.5%

Personnel                                         29,248,650                     8.4%

Materials and Supplies                          436,787                      0.1%

Current Obligations/Services              5,554,864                     1.6%
 
Fixed Charges and Capital                  1,338,795                     0.4%

TOTAL                                           347,191,795                    100%
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P.O. Box 9
West End, NC 27376

www.SandhillsCenter.org

www.SandhillsCenterAccess2Care.org

1-800-256-2452

Sandhills Center is 
nationally accredited.


