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A MESSAGE FROM THE CEO
WE’RE LISTENING
Sandhills Center recognizes the benefits of collecting feedback from our various stakeholder groups within Anson,
Guilford, Harnett, Hoke, Lee, Montgomery, Moore, Randolph and Richmond counties. We use the information to reinforce
what Sandhills Center is doing right, and also to help us design strategies that lead to better recovery outcomes for our
members. We know that all feedback -- both positive and negative -- is good. Listening to your needs makes us a better
organization.
We engage in a number of activities to gather feedback each year. Recently, we received results from the annual Provider
Satisfaction Survey, conducted in late 2017. We also recently invited members, families, the public and others to participate in the Community Needs Assessment Stakeholders Survey.
The results of the Provider Survey show that Sandhills center is exceeding the expectations of our network, placing us
ahead of other Local Management Entities-Managed Care Organizations throughout the state. We scored the highest overall
among our peer organizations on more than half of the survey questions. Sandhills Center is proud of the relationships
we have forged with providers in our network, and we will continue to set a high bar for satisfaction among them.
Feedback solicitation for the Community Needs Assessment Stakeholders Survey recently concluded, and results are
expected later this year. The information we glean from this survey will help Sandhills Center to map our course for the
future. In the past, surveys like this and conversations we have had with community stakeholders have led to some big
improvements. For example, two projects are now underway to bring Facility-Based Crisis Centers -- for adults and
children -- to the catchment area.
Thank you to everyone who participated in the provider and needs-analysis surveys. Your opinions, comments and ideas
matter greatly to us. We assure you that Sandhills Center will continue to listen.

Victoria Whitt,
Chief Executive Officer
Sandhills Center

03

NETWORK
SANDHILLS CENTER EARNS HIGH MARKS FROM PROVIDERS
The results of a recently commissioned survey by the North Carolina Department of Health
and Human Services (DHHS) show that Sandhills Center maintains a strong relationship with our
provider network while successfully overseeing and managing behavioral health services within
the nine-county region.
The survey, which measured provider satisfaction among each of the state’s Local Management
Entities-Managed Care Organizations (LME-MCOs), was conducted by an independent review
organization on behalf of DHHS.
Sandhills Center is very pleased with the results we achieved. Following is a summary of the
highlights:
l Sandhills Center scored as the highest LME-MCO on 13 of 23 questions, the most of any
of our peers.
l 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 a score that is significantly
higher than the overall average score for 2017. Other areas where Sandhills Center
scored the highest were:
n Accessibility for information, referrals and scheduling of appointments.
n Response time for provider needs.
n Responsiveness to local community stakeholders.
n Accurate, timely processing of claims.
n Informative, helpful training for information technology and provider
network issues and keeping providers updated, as well as answering
questions accurately.
n Providing a useful website with the tools and materials necessary for
successful operation.
l Sandhills Center had 13 results that were statistically higher than the 2017 NC Overall
result, and had no result that was statistically lower than the 2017 NC Overall result.
It is a priority for Sandhills Center to periodically measure provider satisfaction. Engaging
providers allows us to gain feedback about key elements that ultimately affect outcomes for
our members. Providers’ opinions also are important because they offer indicators of how we
can identify and prioritize opportunities for improvement.
We are pleased to see that the data we received from the DHHS survey reaffirms Sandhills
Center’s commitment to helping give providers the tools they need to offer quality, evidencebased and appropriate solutions for our members.
For more information about the Provider Satisfaction Survey, please visit the ‘Performance
Measures’ section of our website:

www.sandhillscenter.org/about/performance-measures/
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MEMBERSHIP
SANDHILLS CENTER FILLING CRITICAL SERVICE NEEDS
Sandhills Center is committed to filling critical service needs for children and adults living in the nine-county catchment
area. One such need recently was identified – that of services for children experiencing behavioral health crises.
Discussions began last year between Sandhills Center and Richmond County officials regarding service needs and Sandhills
Center’s commitment to reinvesting savings. Those involved in the conversations were community stakeholders, service
providers, local schools, the Richmond County Sheriff, police chiefs from the communities of Rockingham and Hamlet,
members of the Richmond County Board of Commissioners, and local health and social services departments. It became
clear during these discussions that the most pressing need is in children’s services.
As the community discussions were occurring, the state released the Request for Proposals for $1 million to invest in
Child Facility-Based Crisis services. Sandhills Center applied for the funding, and received notification earlier this year that
it would be awarded to us. During their April 10 meeting, the Sandhills Center Board of Directors approved the purchase
of land, and to advertise for an architect to design a comprehensive care center in Richmond County. The new facility will
have:
l 24/7 walk-in crisis services.
l 23-hour observation/recovery chairs.
l Child Facility-Based Crisis services with 16 beds.
l Outpatient/medication management.
Sandhills Center also is nearing completion of an Adult Facility-Based Crisis Center in Randolph County, located at 110 W.
Walker Ave., Asheboro. Renovations began in late January with the first phase including improvements to the main floor.
The second phase involves renovations to the ground and second floors. Construction is expected to conclude in the fall
of this year.
The Adult Facility-Based Crisis Center is to include a 16-bed, non-medical unit that will serve as an alternative to hospitalization for adults experiencing behavioral health crises. Additionally, it will have observation chairs, which will offer a time
for individuals to be treated, and their level of care needs assessed for up to 23 hours.
Sandhills Center is working with Daymark Recovery Services to develop the clinical and financial models for both the Adult
and Child Facility-Based Crisis Centers.
We are committed to seeing that adults and children who receive crisis services will continue behavioral health treatment
by accepting referrals and connections to community providers. We look forward to the positive impact these service additions will have for the Sandhills Center region.
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COMMUNITY
SANDHILLS CENTER GATHERS IMPORTANT FEEDBACK
Sandhills Center values stakeholder input to identify service needs within our nine-county catchment area. Recently, we
gathered feedback through the annual Community Needs Assessment Stakeholder Surveys. There were two instruments
utilized: one for consumers and family members; and one for providers and other stakeholders such as healthcare
workers, social services personnel, educators, community officials, first responders and the public.
Assessments were taken online using computers or mobile devices, and paper surveys were made available. A variety
of channels were utilized to promote the surveys, including a dedicated website landing page, and email blasts sent to
our provider network, nonprofit organizations, elected officials and various other constituencies. Another important means
of marketing was the use of stakeholder “focus groups.” During a variety of gatherings, Sandhills Center staff presented
the surveys for review, and offered time for completion and further discussion. Groups also were encouraged to serve as
ambassadors to further promote the surveys within their communities. Some examples of focus groups included the
Sandhills Center Consumer & Family Advisory Committee, juvenile court counselors, the annual Provider Orientation
training programs, and collaboratives affiliated with county departments of social services.
When tabulated, information gleaned from this year’s surveys will allow Sandhills
Center to formulate appropriate strategies to address potential needs. In previous
years, the surveys identified gaps in services which have led to solutions that
are either in place or underway:
l Facility-Based Crisis services -- A building currently is under
renovation in Randolph County to offer 16 beds and 23-hour
observation chairs. It is centrally-located within the region, and
will be operational by the end of 2018. Sandhills Center also
recently acquired property in Richmond County to begin
construction on a Child Facility-Based Crisis unit that will
house 24/7 walk-in services, observation chairs, 16 beds
for child/adolescent services, and outpatient/medication
management. More details can be found on page 5.
l Improved availability of Medication-Assisted Therapies
(MAT) for opioids -- The provider network recently was
expanded, and two providers began piloting Suboxone
administration. A modifier also was added to our online
provider directory to allow members to easily search for
their desired MAT provider.
l Dialectical Behavioral Therapy (DBT) – A new DBT service
initiative was introduced which includes weekly individual
and group therapy, 24-hour phone support, and peer
support for Medicaid-eligible adults who have been diagnosed
with borderline personality disorder.
l B-3 Services -- Sandhills Center has significantly expanded B-3
services in recent years; several providers have attained fidelity status;
and no coverage gaps were identified in respite, individual and group,
Community Navigator, Peer Support and Personal Care services.
Sandhills Center appreciates everyone’s efforts to give valuable insight into identifying
service gaps. Results of this year’s surveys will be analyzed, and internal plans to address identified
issues and recommendations will proceed in an appropriate manner.

SANDHILLS CENTER OPERATES A 24-HOUR CALL CENTER
THAT IS DEDICATED TO HELPING INDIVIDUALS ACCESS
CARE IN ANSON, GUILFORD, HARNETT, HOKE, LEE,
MONTGOMERY, MOORE, RANDOLPH AND
RICHMOND COUNTIES

1-800-256-2452
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FINANCIALS
1.6
3.2

3.7
6.0

Revenues

5.7

Medicaid Service Contracts

7.1

$240,060,877

70.1%

State, Federal Service Funds
and Medicaid Flow

31,440,773

9.2%

County General and
Other Use

12,050,759

3.5%

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

11,263,768

3.3%

Medicaid Administration
General and LME
Administration

17,805,591

5.2%

Medicaid Reserve Funds

5,486,153

1.6%

24,524,647

7.1%

$342,632,568

100%

Contracts

$306,566,035

89.5%

Personnel

26,789,234

7.8%

436,787

0.2%

Current Obligations

6,428,549

1.9%

Fixed Charges and Capital

2,411,963

0.6%

$342,632,568

100%

1.6
5.2

3.3

9.63.5

9.2

70.1

70.2

Fund Balance
TOTAL

0.6
5.7

0.6

1.0

0.1

7.3
0.6

0.2
7.8

0.1

7.0

1.9

Expenses

Materials and Supplies

TOTAL

90.1
89.5
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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.

