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ANNUAL IMPACT REPORT:

JULY 1, 2019 TO JUNE 30, 2020

A Messnge from
DR. PEGGY TERHUNE

There have been so many milestones in Monarch’s 62-year history.
This year, 2020, will certainly go down as one.
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On July 1, we began our fiscal year just like any other. We were
focused on the launch of a new electronic health record system,
which would allow us to better serve the people we support.
We were planning for Medicaid transformation in North Carolina.
We were excited to graduate a new group of Monarch leaders from
our Leadership Academy. Little did we know that just ? months

later, virtually everything would change. CEO Peggy Terhune (bottom center) is joined by Monarch

leadership in sending a virtual thank you to hard-working staff
members in the early days of the pandemic.
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In this report, you will see a snapshot of the year and our response to the coronavirus
pandemic. You will learn how we made strategic decisions to rapidly expand our
telehealth services and adjust program operations with the safety of the people we
support and our staff as our main priority. And you will meet our Frontline Heroes who
continued to provide services throughout the crisis, knowing they were more important
than ever during this time.
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| am so proud of Monarch's 1,867 employees who worked together to ensure that we were
able to effectively respond to the many challenges at hand. It was truly a team effort!

While we continue to navigate the ever-changing waters of this pandemic, | am grateful to
our state and local partners, community foundations and individual donors for the
support we received during the pandemic. Monarch has been a strong organization for
the last 62 years and | am happy to report that we remain so, despite the many changes in
the world around us.

Sincerely,
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Residential Manager Donyelle Haywood and Residential

Peggy S. Terhune, Ph.D. Manager Regina Love made a visit to Monarch's "hand sanitizer
filling station” in Mecklenburg County in May. Four stations

were set up across the state to distribute needed supplies,
including more than 10 gallons of hand sanitizer.
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Monarch is committed to supporting, educating, and empowering people with developmental and intellectual disabilities,
mental illness, and substance use disorders to choose and achieve what is important to them.

PEOPLE SERVED FEMALE PEOPLE WHO RECEIVED " PEOPLEWHO PEOPLE WHO RECEIVED
BEHAVIORAL HEALTH SERVICES.  RECEWED DAY PROGRAM RESIDENTIAL SERVICES
AND SUPPORT SERVICES

COUNTIES SERVED ZIP CODES REPRESENTED
= AMONG PEGPLE SERVED

$84,731,996

Medicaid Service Contracts IS 51.8%

State Service Contracts P 35.4%

Contributions and Local Support . .7%
Other Revenue . 6%
Investment Income I a 2 %

Resident Rent and Fees for Service - 6.7%

Medicare & Insurance Fees for Service [ 2.4%

Monarch's facility-based crisis services, like those at
Grants - 'I 9% Tanglewood Arbor in Lumberton, remained open
] 3
throughout the pandemic.



In March, as the coronavirus pandemic became a reality for the United
States, Monarch made significant operational changes to ensure the
health and safety of the people we support and our staff. As a long-time
provider of telehealth services, we were able to rapidly expand our
telehealth network, transitioning people from in-person office visits to
virtual visits via telephone or mobile device. We also adjusted services at
our long-term services and support sites, including our day programs,
suspending on-site activities and transitioning care to individual homes
when we could.

A number of our services are critical in nature and cannot be provided
virtually. Our dedicated staff continued in a face-to-face format when and
where possible. Using personal protective equipment (PPE) and following
safety protocols, our staff supported individuals with intellectual and
developmental disabilities in our group homes and through one-on-one
support in the community. We continued to help individuals with severe
and persistent mental iliness manage that iliness at medication injection

clinics and through community-based services. Licensed IDI’GCf.i'CG'I Nurse | , Direct SQppGrt Professional
Referral Coordinator . and works with people we support at CHOICES
Medical Assistant . provide on the Ridge Day Program in Winston-Salem.

Despite the many challenges faced this year, our commitment to provide

support at Monarch's Behavioral Health
compassionate care to the people we support remained steadfast.

OQutpatient Office in Lumberton.

LEARN MORE

COVID-19 RESPONSE

(through June 30)

virtual (telehealth and telephone) visits between March 1 and June 30, 2020,
an increase of more than 600% over the same period in 2019.

staff members continued to provide direct, face-to-face
care to people we support.

boxes of gloves purchased beyond typical supplies
to provide personal protective equipment to direct
care staff.

masks and

emails delivered to people we support and Monarch families,
friends and donors with COVID-19 updates and information.

raised in private support from individual donors and foundations
including the SECU Foundation, The United Way of Greater Greensboro,
The United WEIY of the Greater Triangle, Across Monarch, use of personal protective

and The Community Foundation of Gaston County. equipment, including masks and gloves,
and advanced cleaning procedures

became part of new safety protocols
implemented to ensure the health people
we support and staff.

MONARCH'S
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Monarch Staff Perfected the Art of “Staying Safe While Staying In” for People We Support

Monarch's dedicated group of residential and day program
staff faced unique challenges during COVID-19. Following
necessary changes in programs and services, the people we
support, who are used to being involved in the community,
volunteering or working, were now at home. Routines and
schedules were very different than they were used to. And like
all of us, the people we support experienced many emotions
with those changes.
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Monarch's residential and day program staff were remarkable
in helping the people we support remain active and engaged.
They coordinated extra telephone calls and video conferences
to keep the people we support in touch with family members
and friends and they developed a variety of creative at-home
activities to help break up the day.

Residential Manager Holly Jaynes shared that the residents

at Montgomery Home in Troy had fun while "staying safe while
staying in!" They enjoyed an indoor bowling tournament and
backyard activities like playing corn hole and spending time
on the swing. They even tie-dyed T-shirts! (Pictured right.)

At Health Drive Day Program in New Bern, April Judson,
community engagement team leader, and her team hosted
the program'’s regularly scheduled bingo game via
GoToMeeting. Program participants joined from their homes
and played using bingo cards that had been mailed to them.
April used a free online bingo number generator to support
the game. This was a great way to connect people we support
with their friends!

LEARN MORE

Alex Baker, a resident at Connecticut Residents at Hoke Street Home in New Bern enjoyed time together
Avenue Home in Southern Pines. shows I,t::J'-:::i VING games an d participating in o scavenger hunt.
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off the prizes he won during a game of

. L | ]
bingo with housemates.

Baking is one of Sara Smoak's favorite activities and she and Greg Terry, a resident at Monarch's Anderson Road Despite the challenges posed by the coronavirus, the

Developmental Specialist Courtney Ledbetter continued to cook home, joined staff in making masks to share with music continued atMonarch’s Creative Arts and

together at Sara’s home during the pandemic. group home residents and Monarch staff. His job Community Center in Southern Pines as the Monarch |
measuring and tracing patterns was an important Voices choir's practices became virtual. Choir members /
part of the operation. continued to enjoy time together singing their fa H::;H’e

] E
SONgs an &) .||E"f] mimng new ones.
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Behavioral Specialist Monica Love celebrated her birthday on April 2, and it is sure to be a memorable un\q CH
she spent it quarantined and caring for a person Monarch supports. Love has supported a husband and wife

in a Monarch apartment for 11 years. In late March, the husband contracted the coronavirus after initially

being diagnosed with pneumonia. |

The couple requires a supported living environment due to behavioral health diagnoses and Love realized =
that continuity of care would benefit them as the husband recovered from the virus. She offered to provide ' =
that care and quarantined in the couple’s home for 17 days, carefully following Monarch's safety protocol and

processes: “l decided that it would be best having worked with them for 11 years. | know the couple well and

how they are when they are sick, not feeling well and how they express themselves.”

Love said that she considers the couple like her family and treats them as she would her own. “Their family
thanked me and said what a big help it was in making sure their loved ones were safe. | got a lot of thanks
from a lot of people” Love noted.

Behavioral Health Urgent Care (BHUC) Practice Administrator Brian Maxey, M.5.S.W., and his staff knew that
the COVID-19 pandemic was causing added stress for individuals seeking help when experiencing a mental
health care crisis.

BHUC Administrative Assistant Briannan Snow went above and beyond to assist a young lady experiencing a
psychotic episode during a nearly eight-hour visit in April. BHUC visits are typically a much shorter duration,
but this situation required assistance from an outside agency which caused the extended wait. Snow tried a
variety of calming techniques during the woman's stay including providing an ice cream snack, a walk in the
parking lot, providing her a hoodie to wear and engaging in conversation to relieve her frustration.

Snow explains that her role is one of support for her BHUC teammates: “| try to treat the people seeking
services at BHUC the same way that | would like to be treated if places were reversed. Sometimes
compassion can come out of the simplest of gestures and even from a smile.”

Maxey noted that Snow took it all in stride and kept the person seeking services, who ultimately needed
hospitalization, safe and calm. “Briannan went above and beyond to care for an individual, who at that time,
was unable to care for themselves. She is truly a frontline hero!”

Debra Miller

Certified Community Behavioral Health Clinic (CCBHC) Director of Integrated Care Monique Lucas, BSN, RN,
CCM, CCCTM, believes every member of her staff qualifies for the title “frontline hero” during the COVID-19
pandemic, but made special mention of Nurse Case Manager Debra Miller, RN.

As the CCBHC nurse case manager, Miller is responsible for administering the injections as part of the
medication-assisted treatment (MAT) program, which is the use of medications in combination with
counseling and behavioral health therapy to treat opioid use disorders. During the pandemic, Miller took her
responsibilities outdoors, to keep staff and people we support safe. When Miller administered the MAT
injections, she did so in the CCBHC parking lot, adhering to social distancing and personal protective
equipment guidelines.

“Throughout the pandemic, Debbie has been a breath of fresh air. A team player, she helps in any capacity
possible to assist our staff and the people we support,” Lucas explained. “Through it all, Debbie is making
sure safeguards are in place to continue making sure the people we support will receive the services

they need.”

Sean Hawbins

Direct Support Professional (DSP) Sean Hawkins and person supported Zach Kelly, who attends
Studio 651 day program, are familiar faces in the Winston-Salem area. The enthusiasm that the pair
shows for being an integral part of their community was not dimmed by the coronavirus pandemic.
While out and about during the pandemic, Hawkins and Kelly diligently followed safeguarding
measures like wearing masks, social distancing.

Inclusion in the community and volunteering to help others assists Kelly in reaching goals he has set

for himself, Hawkins explained. Kelly creates a weekly schedule of activities and volunteer

opportunities in which he wants to participate, incorporating their personally coined, Funday Friday, where a
favorite restaurant is selected. “| saw Zach being himself and enjoying being outside in the community, doing
something and going places,” Hawkins shared. “Being involved in community efforts helps him be a happier
person and able to do things that he likes to do and also being able to share that experience with someone.”

Hawkins speaks passionately about his role and takes to heart the impact DSPs have on individuals

supported. In his role, he is reminded often and sees firsthand the gifts and talents that individuals
supported want to share with their communities. “Never ever underestimate someone or determine
limitations. Never look at someone and say they can’t do something,” he advised.

READ MORE H#FRONTLINEHEROES STORIES



Each year, thousands of people across North Carolina look to Monarch fer
treatment and support. Our goal is to have each person receive the care
that best meets his or her individual needs. We want to deliver high-quality
health care and we want the people we support to feel empowered during
the treatment process. Our satisfaction surveys are one more way the
people we support have a voice in the care they receive.

979/ REPORT THEY PARTICIPATED IN THE DEVELOPMENT
©  OF THEIR TREATMENT PLAN AND IT REFLECTS

We value that feedback. WHAT THEY WANT IT TO.

971.'y SAY THEY WERE TREATED WITH COURTESY AND
© RESPECT BY MONARCH STAFF.

96% SAY OVERALL THEY ARE SATISFIED WITH
THE SERVICES AND TREATMENT RECEIVED

X AT MONARCH.
lrj
Staff at Monarch's Waoke Behavioral H:"—:'-"u;fth Urgent Care established an cutdoor
COVID-19 screening area to ensure the safety of people we support and staff,
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Each year, philanthropic giving by Monarch donors shapes our programs and services. Individuals, businesses and philanthropic foundations
give of their time and money, helping to strengthen existing programs and establish new ones. Monarch donors touch the lives of each of
the more than 32,000 people we support, and we are grateful for their investment in our mission.

76 $15,886

Total Philanthropic Giving Total Number Total Raised in
in FY2020 of First Time Donors 2019 Staff Giving Campaign

Giving by Monarch’s Board of Directors:
100% Participation
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HOSTS BENEFIT CLASS FOR MONARCH

- Lincolnton’s Yoga on Main Owner Barbara O'Donnell knows firsthand the
/f"ﬂ/é M [ df ; value of therapy and how it can help in the healing process following a
f’bé{;?/% f: CAAL CANACH™ mental health diagnosis. Since she is the owner of Yoga on Main studio,

O’'Donnell also recognizes the value and impact of incorporating the
SCHOLARSHIPS AWARDED practice of yoga into daily routines. In February, O'Donnell organized a
yoga flow class with proceeds from admission donated to Monarch
services. The group class donated $100 to help the people we support.
Thank you Yoga on Main and all class participants for stretching for a
great cause!

In 2017, UNCG selected Monarch as its partner to provide support
services to students with intellectual and developmental disabilities
who are enrolled in the Beyond Academics Comprehensive Transition
Program. Beyond Academics is part of UNCG's Integrative Community
Studies (ICS) program, which was the first post-secondary program for
students with IDD in North Carolina. In 2019, contributions from
generous Monarch donors and proceeds from our 2019 Dreams Take
Flight Golf Tournament supported scholarships to underwrite the cost
of supportive services for deserving Beyond Academics students.

LEARN MORE
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VIEW COMPLETE LIST

Pictured: Carter Williams and Ethan Fernandez, recipients of Monarch's
2019 Beyond Academics Support Services Scholarships

Thank you to our corporate partners
and sponsors for their continued support!
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While much of our focus in 2019-2020 was on our response to the coronavirus pandemic,
there were other monumental events worth celebrating.

Arc of Stanly, Arc Services
name new executive direct

President & CEO Dr. Peggy Terhune

In June of 1995, President and Chief Executive Officer Dr. Peggy Terhune
walked into Monarch for the first time. During her 25-year tenure,

the company has grown from a small provider serving a single North
Carolina county into one that serves more than 32,000 people across
most of the state.

When asked to share what she is most proud of, Peggy notes, “That's
really hard! There have been so many proud moments. | am proud of our
growth, but | am more proud of the reasons behind it — that we are
providing support to people who need us. Honestly, the things that
mean the most to me are the phone calls or notes from families telling
me they never had the support they needed until they found Monarch.

It is extraordinary to know that we are impacting lives every day. I'm also
so proud of our staff. They are a remarkable group of people and | am
inspired by the stories of why they love working for Monarch and what
motivates them every day. I'm also proud that they email me when
frustrated, and | can often solve whatever challenge they've had. It often
changes how we do things, and | love that staff have that input!”

LEARN MORE

-~ SECU Youth Crisis Center
1810

SECU Youth Crisis Center Celebrates

The State Employees’ Credit Union Youth Crisis Center (SECU YCC),

a Monarch program, celebrated its two-year anniversary in January

and staff could not be prouder of the more than 1,000 youth, and their
families, who are thriving after receiving critical mental health services.

The YCC formed thanks to a partnership with Cardinal Innovations
Healthcare, as well as state and federal officials, the state's general
assembly and community partners. The SECU Foundation generously
provided a one-time grant. Today, children ages 6 through 17 have
access to a facility offering timely, age-appropriate mental health care.

As youth mental health issues change across generations, Medical
Director — Youth Facility Based Crisis Dr. Jacqueline Smith said the YCC
will find ways to assist with trending issues such as the impact of social
media; sleep issues; gender identity and sexual preference; and,
dealing with grief due to the death of a loved one.

LEARN MORE

Leadership Academy Graduates First

Monarch continued to invest in leadership development for staff and
graduated 17 behavioral health team members from its 2019 Leadership
Academy in the fall. Participants marked the occasion by making
personal presentations about what they learned during the five-month,
educational program, which covered topics including human resources,
customer service and leadership.

This year’s Leadership Academy program was designed for behavioral
health management leaders highlighting the skills needed to be
successful managers within Monarch. It marked a shift in the Academy
which was originally designed for long-term services and support staff.

The program is unique because each participant takes away a different
perspective to bring back to their respective teams. Rocky Mount
Behavioral Health Practice Administrator Leigh Daughtridge said that
leadership is a team approach and participating in this year’s
Leadership Academy has assisted her in strengthening that concept.
“As leaders, we rely on the team we manage to operate successful
clinics,” she explained. “We also rely on our team of peers for support
and feedback."

Academy participants included practice administrators, program
directors, directors of program operations and behavioral health
finance staff from across the state.

LEARN MORE

CCBHC Awarded $3.9M Federal Grant

In April, Monarch was awarded an additional two-year, $3.9 million grant to
continue support of our Certified Community Behayioral Health Clinic
(CCBHC) in Stanly County. The Department of Health and Human Services'
Substance Abuse and Mental Health Services Administration (SAMHSA)
allocated the funding to expand vital services for people with serious
mental illness and substance use disorders. Funding for this grant is
provided through the Coronavirus Aid, Relief and Economic Security
(CARES) Act and will continue through April 2022. “We know that in the
wake of COVID-19, the mental health needs of our communities will only
increase. This funding will ensure we can respond with comprehensive
mental health care and substance use disorder services for people

who need it most,” said President and Chief Executive Officer

Dr. Peggy Terhune.

As a result of additional funding over the next two years, the CCBHC will
serve more than 2,000 people in Stanly County and expand services to
include a community-based peer recovery center, occupational therapy
services to enhance treatment outcomes and increased community
education on mental illness and substance use disorders.

LEARN MORE

Monarch Launches New EHR System

In February, Monarch launched a new electronic health record (EHR)
system, transitioning to the Credible Behavioral Health platform.

The system provides several new features including a patient portal,
integrated appointment and provider scheduling, all of which will
improve access to care and information sharing. The platform is also
mobile-friendly, increasing access to the system for people we support,
therapists and clinical team members who are providing services in home
or community settings.

Electronic health record systems are critical for health care companies like
Monarch because they provide the platform for documentation of care
and treatment and communication with people we support. The EHR is
also key in data collection and reporting which is required by payors and
stakeholders. Monarch's move to Credible increases efficiencies across
these areas and will provide streamlined information sharing among
clinical teams who are providing direct care.

'!.I...n

Monarch Team Advocates for

In Washington D.C. last September, President and CEO
joined Director of Integrated Care . Senior Therapist
. Senior Executive Assistant and Board Member
(not pictured) for Hill Day 2019.

Organized by the National Council for Behavioral Health, Hill Day is the
largest behavioral health advocacy event of the year. The event brings
together hundreds of behavioral health providers from mental health and
addiction organizations nationwide, executives, board members, people
supported and community stakeholders for sessions and workshops on
federal behavioral health policy. After the sessions, attendees take their
messages to Capitol Hill to advocate for better resources for mental
health and addiction treatment in their local communities. Our team
shared information about our Certified Community Behavioral Health
Clinic (CCBHC) in Stanly County and other critical Monarch services in
North Carolina.
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