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A MESSAGE FROM THE CEO
SANDHILLS CENTER IS RESPONSIVE TO NEEDS
Sandhills Center values our ability to be responsive to the needs of the people
and families who receive intellectual/developmental disabilities, mental health
and substance abuse services. We know that being truly responsive means
that we are willing to accept feedback. We also understand it is important to
take that feedback and convert the information into positive strategies and
goals that benefit residents living in Anson, Guilford, Harnett, Hoke, Lee,
Montgomery, Moore, Randolph and Richmond counties.
Highlighted in this report are some ways in which Sandhills Center is responsive
to the needs of our region. Among those are recent surveys conducted to glean
perceptions from providers, consumers and other stakeholder groups that
are essential to our work. In turn, we create action plans for addressing service
needs. We also use the survey feedback to recognize our strengths that are
affecting opportunities for positive outcomes.
Also in this report, we outline a way in which Sandhills Center is actualizing
our strategies by bringing Facility-Based Crisis services for children to the
region through our exciting new partnership with the Guilford County Board of
Commissioners and Cone Health.
In being responsive, Sandhills Center takes very seriously our role in improving
the lives of those who benefit from important behavioral health services. We
also value our commitment to addressing emerging issues while reinvesting
savings into our communities in ways that have the greatest impact.

Victoria Whitt,
Chief Executive Officer
Sandhills Center
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NETWORK
SANDHILLS CENTER SCORES HIGHEST IN PROVIDER SATISFACTION
For the third straight year, Sandhills Center has scored highest among our peer
organizations on a variety of measures, according to a recently released survey
by the North Carolina Department of Health and Human Services (DHHS). The
survey reaffirms Sandhills Center’s commitment to maintaining a strong
relationship with providers while successfully implementing oversight and
management of the behavioral health services in our local communities. The
survey, which gauges provider satisfaction among each of the state’s seven Local
Management Entities-Managed Care Organizations (LME-MCOs), was conducted
in 2018 by an independent review firm on behalf of DHHS.
Sandhills Center had the highest scores among LME-MCOs on 16 of 23 (69.6
percent) survey questions, the most of any of our peers. We were the only
LME-MCO to have more than four questions scored as the highest. We also
scored at 92.2 percent for the question that rates overall LME-MCO satisfaction,
which was the highest score of our peer organizations and statistically higher
than the overall state average. This marks the third year Sandhills Center has
received the most number of highest scores on the survey and the third year
we received the highest statewide score on the question judging the overall
satisfaction with the LME-MCO. In the 2018 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.
• Accurate, timely information, training and processing of claims.
• Informative, helpful training for Information Technology and Provider
Network issues, keeping providers updated and answering questions
accurately.
• Addressing provider interests in Provider Council and provider satisfaction
within the network.
• Explaining denials for services and offering a clear appeals process.
Sandhills Center is the only LME-MCO to score “Above Average” on every question in the survey, with no performance areas rated as the minimum. We also
had 14 results that were statistically higher than the 2018 NC Overall result, and
had no result that was statistically lower than the 2018 NC Overall result.
Sandhills Center understands the importance of our network providers in offering quality care to our members. It is our goal to support them as they perform
this vital role in our communities. By responding to providers’ needs, we offer
training and technical assistance, as well as accurate and prompt authorizations
for their work.
We will continue our commitment to maintaining a strong partnership with the
provider network so that access to quality care is available to individuals and
families within our region.
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SERVICES
PARTNERSHIP BRINGING NEW CRISIS CENTERS TO GUILFORD COUNTY
Sandhills Center is working with the Guilford County Board of Commissioners
and Cone Health to bring additional health services to Guilford County, specifically an enhanced level of integrated health services for people in crisis that
addresses both mental and physical health. The partnership is seeking additional
support from the North Carolina Department of Health and Human Services.
The service expansion is planned to include construction of two facilities in
close proximity to one another. One facility will feature a 16-bed Adult FacilityBased Crisis Center, a 23-hour observation unit, and outpatient services for
adults, adolescents and children.
The 23-hour observation unit will offer time for individuals in crisis to have
their needs thoroughly assessed. If an individual is unable to return home after
that time, they may be transitioned to the Facility-Based Crisis Center, transferred to a higher level of care, or connected with a community provider to
receive services.
The second facility will be a 16-bed Child/Adolescent Facility-Based Crisis
Center that will serve as an alternative to hospitalization for youth experiencing behavioral health crises. Services will be provided in both facilities 24 hours
a day, seven days a week. Unlike typical behavioral health crisis centers, the
new facilities will provide physical health services.
Guilford County will incur the design and construction costs of the planned
Adult Facility-Based Crisis Center, which is expected to be 35,000 to 40,000
square feet in size. The Guilford County Commissioners have partnered with
Cone Health to deliver services. Sandhills Center will cover the design and
construction costs for the Child/Adolescent Facility-Based Crisis Center, which
is expected to be between 12,000 and 15,000 square feet. A provider will be
chosen by Sandhills Center at a later date.
Sandhills Center’s Board of Directors has reserved funding to construct the
facility. Funding comes from savings from managing Medicaid services under
the 1915 (b)/(c) waiver. One of the benefits of Sandhills Center becoming a
waiver site for managing services was that savings could be reinvested back
into local communities.
“This partnership and planned facility exemplifies that reinvestment in a visible
way,” says Sandhills Center CEO Victoria Whitt. “We are excited about the work
that has gone into planning these facilities and look forward to continuing the
partnership to bring them to reality.”
The Guilford County Board of Commissioners voted to approve moving forward
with the behavioral health center during its regular January 2019 meeting.
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COMMUNITY
CFAC PLAYS IMPORTANT ROLE IN COMMUNITY SURVEYS
Sandhills Center recently conducted annual Community Needs Assessment
surveys for individuals and families who receive services, as well as stakeholders
within our region. The survey period ran through March 22.
Preparation for the surveys began several months in advance. The Sandhills
Center Consumer and Family Advisory Committee (CFAC) played a key role in
vetting questions and offering suggestions to staff.
As in past years, CFAC advised Sandhills Center to maintain a multi-pronged
approach to conducting the surveys. In order to make the questionnaires
accessible and easy to complete, the CFAC encouraged that we provide the survey in both paper and electronic format. The electronic surveys could be found
on the Sandhills Center website. English and Spanish-language surveys also were
available in print or to complete online.
CFAC’s role during the survey period was to serve as enthusiastic ambassadors for Sandhills Center, encouraging participation among peers, service
providers, healthcare practitioners, school officials, local government leaders,
law enforcement, mobile crisis teams, housing organizations, charitable groups
and other collaborators. We recognize that CFAC is an important conduit for
engaging individuals who are most impacted by potential service gaps, and
those who will most benefit from improved service strategies.
Data analysis began immediately following the survey closing date. Sandhills
Center leadership and staff have been tasked with analyzing the results and
developing plans to address issues and implement strategies. Identified priority
areas will be built into organizational business plans, quality improvement
projects, requests for proposals and other planning processes that typically
guide our efforts.
The compiled survey results will be shared with the Sandhills Center CFAC and
Board of Directors, and announced in the news section of our website. A breakdown of the results also will be featured in future Sandhills Center publications.
We appreciate the efforts of our CFAC, staff and community partners to participate in the 2019 Community Needs Assessment Survey. We look forward to
utilizing their feedback to build on our foundation of a strong provider network
to meet the unique needs of each of our members. We also look forward to
experiencing the positive impact the survey results will have on each of our
communities.
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FINANCIALS

Annual Budget 2018-2019

1.6

Revenues

8.5

Medicaid Service Contracts

4.6
2.6
3.5

State, Federal Service Funds
and Medicaid Flow

31,966,294

9.2%

County General and
Other Local

12,016,665

3.5%

8,926,196

2.6%

Medicaid Administration
General and LME
Administration

16,147,153

4.6%

Medicaid Reserve Funds

5,476,194

1.6%

29,668,623

8.5%

$348,138,174

100%

Contracts

$312,360,361

89.7%

Personnel

28,374,016

8.2%

436,787

0.1%

Current Obligations

5,554,864

1.6%

Fixed Charges and Capital

1,412,146

0.4%

$348,138,174

100%

I/DD Treatment Planning
Administration and
MH/SA/Treatment Planning

9.2

70.0

Fund Balance
TOTAL

1.6
0.4

0.1

8.2

Expenses

Materials and Supplies

TOTAL

89.7
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$243,937,049 70.0%

Sandhills Center assures that people in need of assistance have access
to quality mental health, intellectual/developmental disabilities and
substance use disorder 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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