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What is the Service Associated 

Request to Move Form?

• Request to move a member who is 

enrolled in Standard Plan back to NC 

Medicaid Direct

– MCOs manage the behavioral health 

services for Medicaid Direct.



Why Make a Service Associated 

Request?

• A provider wants to request a specific 

behavioral health service not covered by 

the Standard Plan



How to Make a Request

• Get the form from the NC Medicaid 

Enrollment Broker

– https://www.ncmedicaidplans.gov/

https://www.ncmedicaidplans.gov/






What Happens Next?

• Enrollment broker sends Sandhills 

Center the form and any attachments.

• If Sandhills Center receives the 

Request to Move Form, the SAR, and

the documents required for that 

service, UM will enter the SAR in 

Alpha+ and review it for medical 

necessity. 



What if Sandhills Center Doesn’t 

Receive Everything?

• If we do not receive the SAR, UM will call you 

and ask you to enter the SAR into Alpha+ 

when the member is re-enrolled in NC 

Medicaid Direct.

• If we receive the SAR but not the documents 

required for the service (e.g. CCA), UM will 

call you and ask:

1) Do you want us to enter the SAR and you later 

attach the documents?

2) Do you want to enter the SAR and documents 

in Alpha+ yourself?



Recommendations

• Sandhills Center cannot expedite re-

enrollment back in NC Medicaid Direct.

• Send the Request to Move Form to the 

enrollment broker as soon as you know the 

member wants your service, even if you 

don’t have the SAR and documents ready.

– This is the quickest way to start the re-

enrollment process.
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Karen Garraputa, 

Network Clinical Monitoring Manager
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New Support Portal Features

• URL:  https://support.sandhillscenter.org

• New Processes have been added to the Support Portal to aid our provider partners in transferring 

information.  In the Support Portal you can (recent additions are listed in blue):

• Get answers to general questions

• Review FAQ, memos, and instructional documents

• Create or update Alpha+ accounts

• Report user account concerns and get help

• Add or change an agency site admin user

• Complete EDI enrollment or update requests

• Submit and receive answers to billing and claims concerns

• Report and receive assistance with member concerns or record discrepancies

• List an opening for your agency or site

• Cancel an Opening Listing

• Request to join the Sandhills Center Network

• Request for dispute Resolution of Action

• Report and receive assistance with functionality concerns within the Alpha+ System

• Submit files requested by Network Monitoring

• Submit Files requested for Finance Auditing

https://support.sandhillscenter.org/


Alpha+ Migration

• URL:  https://alphaplusshc.com/portallogin

• Access to Alpha+ is requested through the Sandhills Center Support Portal

• Each user should have their own unique Alpha+ Account in order to 

maintain security of accounts and data-Please do not share accounts

• Users associated with multiple providers can utilize a set of account 

credentials for all of their providers if they choose.

• Within the next few months, Sandhills Center’s Alpha+ system will be migrated 

over to an upgraded platform.

• This change will not affect the functions of the system.

• Users will notice a new look, and better processing.

• Users should not expect a change in the use of the system- buttons, 

sections, and functions are the same.

• Users will be notified when the new platform is ready via Alpha+ 

Announcements, and via Support Portal Memos and Updates.

https://alphaplusshc.com/portallogin


Contact Information

• All questions and requests for assistance should be submitted through the 

Sandhills Center Support Portal (https://support.sandhillscenter.org) This is 

the best way to receive help with the Alpha+ system.

• Anyone can create an account in this portal- you do not need to wait for 

Sandhills Staff to create one for you.

• Anyone can submit a request for help through this portal, even without 

creating a support portal account.

• The 24 Hour Call Center Line (1-800-256-2452) and Behavioral Health Crisis 

Line (1-833-600-2054) are not the best places to receive assistance with 

Alpha+.

• The email address providersupport@sandhillscenter.org is no longer 

monitored.  Please do not send requests or questions to this email address.  

Emails sent to this address will receive an auto-response.

https://support.sandhillscenter.org/
mailto:providersupport@sandhillscenter.org




Medical Care Decisions 

and 

Advance Directives

Jokena Islam,

Customer Services Director



Medical Decisions

• Any adult who is their own legal guardian 

has the right to make decisions about 

medical and mental health treatment.

• Consumers should talk with providers about 

any treatment or procedure so that they 

understand what will be done and why.



Advance Directive

• Advance Directive

– A written statement of a person’s wishes 

regarding medical treatment made to ensure 

those wishes are carried out if the person is 

unable to communicate to their doctor.

– NC has 3 ways to make a formal Advance 

Directive

Psychiatric Advance Directive

Living Will

Power of Attorney



Psychiatric Advance Directive

• Also known as: Advance Instructions for Mental 

Health Treatment

• Is a legal document that tells physicians and MH 

providers what MH treatments are wanted or not 

wanted

• Gives instructions for mental health treatment a 

consumer wants to receive if they are in a crisis and 

are unable to make or communicate decisions to 

the provider



Psychiatric Advance Directive

• Includes things such as:

– What consumer thinks helps calm them

– How consumer feels about seclusion or electric 

treatments

– What medications consumer does not want to 

take

– Which doctor consumer wants to be in charge of 

their treatment



Living Will

• Is a legal document in which a person states their 

wishes for end-of-life medical care in the event that they 

are unable to communicate to their provider.

• Can tell others that a person wants to die a natural 

death

– Can direct physicians to not use certain life-

prolonging treatments such as respirators or feeding 

tubes



Healthcare Power of Attorney

• A legal document in which a person names someone as 

their health care agent to make medical and MH 

decisions if the person becomes unable to make 

decisions

• Important to choose an adult that is trusted

• Highly encouraged to discuss the healthcare wishes 

before putting them in writing

• Only goes into effect once a physician states in writing 

that one is not able to make or communicate healthcare 

choices.



Process

• All forms of Advance Directives (Psychiatric 

Advance Directive, Living Will, and 

Healthcare Power of Attorney) must:

– Be written

– Be signed while one is still able to make and 

communicate healthcare decisions

– Be witnessed by 2 qualified adults (a competent adult 

who will not inherit anything upon the death, and is NOT: a 

relative, a physician, a licensed employee of the provider, or a 

paid employee of a serving provider)

– Be notarized



Do Advance Directives Expire?

• Advance Directives are active unless 

otherwise noted.

• All forms of advance directives can be 

cancelled.

• Living Will: can be cancelled at anytime

– How: 

• By communicating the intent to cancel it 

– Recommendations:

• Inform one’s physician/provider and family/friends 

about the decision

• Destroy copies of the Advance Directives 



Are Advance Directives Permanent?

• Healthcare Power of Attorney: can be cancelled while one is 

able to make and communicate decisions

– How:

• By executing another Power of Attorney and telling 

providers of the intent to cancel the previous one and 

make a new one

• By communicating intent to cancel the Power of 

Attorney to the previously listed providers

• Psychiatric Advance Directive: can be cancelled while one is 

able to make and communicate decisions

– How:

• By communicating the desire to cancel to providers



Provider Responsibility

• Strongly encourage consumers to talk with family and 

friends about their wishes for medical and MH 

treatment.

• An Advance Directive is a legal document and may be 

confusing to consumers. Providers can help consumers 

in writing Advance Directives and registering them with 

the NC Advance Health Care Directory Registry.

• Recommend that consumers give copies of the advance 

directive to providers and close family/friends.



Provider Responsibility

• Providers must follow a consumer’s Advance 

Directives unless:

– It is the provider’s professional opinion that the directive is not 

of benefit according to accepted community standards of 

treatment

– The written directives are not available

– The directives violate the law

– Consumer is committed to a 24-hour facility involuntarily and the 

treating physician and director of clinical services determine that 

consumer’s condition is not likely to improve or consumer is 

likely to harm themselves or others before improving.

– The directive is not an appropriate treatment in the case of an 

emergency and may endanger your life or health.

• If provider determines part of an Advance Directives cannot 

be followed, because of the above reasons, all the other parts 

of one’s instructions must be followed. 



Assistance Provided by Sandhills Center

• Information regarding Advance Directives is located 

in the Member Handbook

• Sandhills Center’s call center staff can direct 

consumers to more information/resources 

regarding Advance Directives such as:

– Consumers rights regarding Advance Directives under state law

– Consumers rights to make a grievance if he/she believes the 

Advance Directive plans were not followed

• Sandhills Center Call Center: 1-800-256-2452



Resources

To find more information and forms for 

Advance Directives:

• Call Advance Healthcare Directive Registry

919-814-5400 (Also to file a grievance related to Advance Directive)

• Website: www.sosnc.gov/divisions/advance_healthcare_directives

• Write to: 

Advance Health Care Directive Registry 

P.O. Box 29622 

Raleigh NC 27626-0622

http://www.sosnc.gov/divisions/advance_healthcare_directives





