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A MESSAGE FROM THE CEO

Victoria Whitt,
Chief Executive Officer
Sandhills Center

Feedback is essential to Sandhills Center. 
It tells us what we want to know. It helps 
us determine the impact of our work, and 
it gives us insights as to how we can better 
assist you -- our members, providers and 
community stakeholders. 

Sandhills Center was very pleased to 
learn the results of the recent Provider
Satisfaction Survey, an annual assessment 
commissioned by the North Carolina 
Department of Health and Human Services. 
The survey was designed to allow Sandhills 
Center to identify key opportunities for 
improving providers’ experiences.

Sandhills Center takes pride in having a
strong working relationship with our 
network. The results of the Provider 
Satisfaction Survey confirm that. 

The survey results also tell us that we 
consistently respond to our network 
providers’ needs, and that we meet and 
exceed expectations. This feedback sheds 
light on our information-sharing practices 
to ensure providers have the tools and 
knowledge to do their important work. 
In addition, the survey results reaffirm 
that the Sandhills Center staff remains 
committed to being responsive.

We appreciate all of the providers who 
took time to complete and return the 
surveys. Your input has been invaluable. 

In this Quarterly Report, we also high-
light the extension of the temporary 
reimbursement rate increases for specific 
services that began at the start of the 
global pandemic. 

This report also shares Sandhills Center’s 
statewide and regional collaborative 
efforts to improve the lives of children 
through the North Carolina School Mental 
Health Initiative. For many years, we have 
taken leadership roles in partnering with 
stakeholders and advocates to ensure 
the well-being of students living in our 
communities. 
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          - Informative training to meet the  
   needs of providers.
          - A useful website to assist pro-
            viders with the tools and materials
            needed to provide services.    
          - Timely credentialing/recredential-
            ing by friendly and knowledgeable
            staff.

 y Sandhills Center had eight results that 
were statistically higher than the 2021 
NC Overall result, which was signifi-

     cantly more than the two achieved by
     the next-highest scoring LME-MCOs.

We recognizes the importance of periodi-
cally assessing provider satisfaction. 
Engaging providers allows Sandhills Center
to gain feedback about key elements that 
ultimately affect outcomes for our mem-
bers and their families. 

Sandhills Center also understands that 
providers’ opinions are important because 
they indicate how we can identify and 
prioritize opportunities for improvement.

Sandhills Center is pleased to see that the 
results of the NCDHHS survey reaffirm our 
commitment to helping give providers the 
resources, tools and support they need 
to offer quality, evidence-based and appro-
priate solutions for our members.

NETWORK

PROVIDER SATISFACTION SURVEY RESULTS

The results of a recently commissioned 
survey by the North Carolina Department 
of Health and Human Services (NCDHHS) 
show that Sandhills Center continues 
to excel in maintaining strong relation-
ships with providers while successfully 
conducting oversight and management 
of the behavioral health services in our 
local communities.

The survey measured provider satisfaction 
among each Local Management Entity-
Managed Care Organization (LME-MCO) 
in North Carolina. It was administered by 
an independed review organization on 
behalf of NCDHHS. Following is a summary 
of highlights:

 y Sandhills Center scored as the highest 
LME-MCO on 9 of 17 questions, the 
most of any of our peer organizations. 
Our score was 96.5 percent for the 
question that rates overall LME-MCO 
satisfaction. This was the highest score 
among our peers, and is a score statis-
tically and significantly higher than the 
overall average score for 2021.

 y Other areas where Sandhills Center 
scored the highest were: 

 - Response time for provider needs.
 - Accurate and consistent informa-
            tion about claims.
          - Informative and helpful communi-
            cation.
          - Knowledgeable provider network
            staff.
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As the global pandemic was beginning to 
affect our region in the spring of 2020, 
Sandhills Center announced temporary 
reimbursement rate increases for identi-
fied services. Those enhancements have 
continued quarterly, and were extended 
again through June 30, 2022. These resi-
dential and other services maintained 15
percent rate increases:

 y Psychiatric Residential Treatment 
Facilities

 y Behavioral Health Long-Term Resi-
     dential
 y Innovations Residential Services 

(Residential Supports 1-4, Supported 
Living 1-3, and Supported Living 
Periodic)

 y Assertive Community Treatment Team
 y Community Support Team
 y Psychosocial Rehabilitation Services
 y Community-Based Intermediate Care 

Facilities  

In addition, 5 percent rate increases 
remained in place for all other Medicaid 
services through June 30. Sandhills Center 
also maintained an enhanced $50.02 
per-person/per-day reimbursement 
rate to community-based Intermediate 
Care Facilities (ICFs) for individuals with 
intellectual/developmental disabilities, 
continuing the funding initially directed by 
the North Carolina General Assembly. ICF 
services provided through state-operated 
facilities have an alternative reimburse-
ment arrangement and, therefore, have 
not been subject to the same funding 
increases and extensions.

RATE INCREASES EXTENDED
SERVICES

For more than two years, Sandhills Center 
has considered the impact of COVID-19. 
We also have taken into account the avail-
ability of continued funding to determine 
extending these increases. Recently, other
longer-term rate increases have been 
announced, including for ICF and Elect-
ronic Visit Verification services, and 
increases designed to raise direct care 
worker wages. Some of these enhance-
ments were intended to replace COVID-19
temporary reimbursement rate increases. 
For other services, it was announced that 
the funding Sandhills Center receives to 
accommodate the temporary increases 
would end from February 2022 through 
June 2022. As the additional COVID-19 
funding enhancements were set to expire,
the temporary reimbursement rate in-
creases were expected to finally end on 
June 30, 2022. (Subsequently, Sandhills 
Center has since announced that we would 
again extend the increases through the 
end of September 2022.)

“We appreciate the incredible efforts 
of our provider network to continue 
services to members throughout this 
unprecedented time,” said Sandhills Center 
CEO Victoria Whitt. “Our providers have 
been invaluable as they have maintained 
high-quality service delivery despite the 
many challenges brought on by COVID-19. 
We have been pleased to offer these 
temporary reimbursement increases and 
will continue to look for opportunities to 
support our provider network through 
enhanced reimbursement rates whenever 
possible.”    
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COMMUNITY

EMPHASIS ON STUDENT MENTAL HEALTH

created eight regional networks that align 
with the North Carolina Board of Education 
Districts to support school mental health 
efforts at the local level. 

The regional approach supports effective 
practices by offering an informed 
structure to guide implementation 
planning, identifying replicable practices 
that support effective implementation, 
and to address challenges or barriers to 
implementation. The regional meetings 
include a sharing of knowledge and 
resources including best practices, local 
capacity building, raising awareness, and 
mental health literacy training for school 
personnel.  

Sandhills Center has taken the lead in 
coordinating the regional network for the 
Sandhills district for more than four years, 
making it the longest consistently running 
network within the initiative. The Sandhills 
Regional Network was celebrated for its 
efforts during a recent meeting of the 
group. 

One of the goals of the regional networks 
is to bring family and community to the 
table to gain feedback for improvements 
to school mental health services and 
supports, and to improve communication 
between all parties. The Sandhills Regional 
Network members have worked together 
to create relationships with the System of 
Care (SOC) coordinators throughout the 
Sandhills region in an effort to align the 
SOC Local Collaboratives in the region as  

(continued on page 7)

Sandhills Center has a long history of 
making health and wellness a priority in 
our communities. As such, we are proud 
to serve as a partner in the North Carolina 
School Mental Health Initiative (NC SMHI). 

Our involvement with the NC SMHI runs 
deep, beginning at its inception in 2015. 
NC SMHI is a collaborative of stakeholders 
who offer services, resources, and support 
to students and their families. The part-
nership includes providers, educators, 
advocates, lawyers, university officials and 
parents. The goal is to offer policy and 
legislative support and recommendations 
to improve access and coordination of 
mental health services. The NC SMHI lends 
implementation and monitoring support to 
services that: 

 y Promote healthy development as 
it relates to social, emotional and 
behavioral functioning.

 y Prevent problems associated with 
social, emotional and behavioral 
functioning

 y Respond to students who have concerns 
with social, emotional and behavioral 
functioning.

 y Prevent and treat substance use 
disorders

 y Place a focus on equitable access 
to care involving strategies that 
are developed and implemented to 
foster sustainability and to engage all 
stakeholders.

The NC SMHI meets regularly, about every 
three months. In addition, NC SMHI has



7

 (continued from page 6)

family and community partners for their 
network. This work was recognized as a 
model for the NC SMHI’s regional network 
system to create partnerships with the SOC 
Collaboratives across the state.

We understand that Sandhills Center’s 
role in NC SMHI and other school-based 
intiatives is particularly important now as 

the negative impacts of COVID-19 and 
other challenges facing children have 
become apparent in our communities 
across North Carolina and throughout 
the country. We will continue to look 
for additional ways to prioritize youth 
and their families living in the 11-county 
region.
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EXPENSES

Contracts                                   412,079,966       89.8%

Personnel                                     38,417,829         8.4%

Materials and Supplies                       436,786         0.1%

Current Obligations/Services          6,438,389         1.4%
 
Fixed Charges/Capital Outlay         1,526,108         0.3%

TOTAL                                        458,899,078        100%
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CURRENT OPERATING BUDGET

FINANCIAL INFORMATION

3.0
3.7

4.9

REVENUES

Medicaid Service Contracts        322,253,318        70.2%

State, Federal Service Funds   
and Medicaid Flow                       54,355,755        11.9%

County General 
and Other Local                           12,854,587          2.8%
 
I/DD Treatment Planning
Administration and
MH/SA Treatment Planning          15,957,096         3.5%

Medicaid Administration 
General and LME 
Administration                             22,613,374         4.9%

Medicaid Reserve Funds               17,057,274         3.7%
  
Fund Balance                               13,807,674          3.0%

TOTAL                                       458,899,078         100%

3.5

2.8

11.9

70.2

89.8

8.4
0.1

0.3

8



P.O. Box 9
West End, NC 27376

VISIT US ONLINE: 

SandhillsCenter.org

FOR FREE, CONFIDENTIAL AND ANONYMOUS 
BEHAVIORAL HEALTH SCREENINGS, GO TO:

SandhillsCenterAccess2Care.org

TOLL-FREE, 24/7/365 CALL CENTER: 

1-800-256-2452
TTY: 1-866-518-6778, or 711

BEHAVIORAL HEALTH CRISIS LINE:

1-833-600-2054
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