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Unduplicated Beneficiaries  25,966 25,978 25,248 25,731 26,057 26,522 69,893 73,928

Total trips provided by type of transportation 154,926 161,634 146,578 154,379 152,301 154,555 1,827,612 1,854,656

•    Non-Emergency Ambulatory Sedan/Van Trips 111,499 117,134 105,029 111,221 110,459 110,627 1,325,512 1,327,529

•    Wheelchair Trips 16,755 17,259 15,961 16,658 16,308 18,456 195,695 221,477

•    Stretcher Trips 1,812 1,970 1,818 1,867 1,879 2,282 22,553 27,388

•    Individual Transportation Gas Trip 24,164 24,640 23,182 23,995 23,062 22,516 276,740 270,194

•    Non-Emergency Ambulance ALS 69 92 91 84 73 96 876 1,150

•    Non-Emergency Ambulance BLS 12 25 39 25 51 89 611 1,069

•    Public Transportation Bus Trip 615 514 458 529 469 487 5,625 5,849

Total Over Night Trips Arranged 34 42 126 67 48 102 574 1,223

Total Extra Passengers  15,169 14,507 14,869 14,848 15,524 16,787 186,283 201,439

•    Provider No-Shows as Percentage of Total Trips <=0.25% 0.22% 0.24% 0.23% 0.23% 0.21% 0.24% -- --

•    Number of Pickups On Time (A Leg)  58,449 61,019 54,268  57,912 57,666 59,293 691,991 711,519

•    Number of Deliveries On Time (A Leg)  54,753 57,568 51,163  54,495 54,393 55,626 652,713 667,516

•    Number of Pickups On Time (B Leg) 50,442 55,959 50,129 52,177 51,530 53,938 618,361 647,251

•    Number of Trips Within Ride Time (All Trips)  130,771 137,129 123,588  130,496 129,478 132,231 1,553,736 1,586,766

•    Percent of Pickups On Time (A Leg) >= 90% 88.36% 87.93% 86.91% 87.73% 88.15% 88.78% -- --

•    Percent of Deliveries On Time (A Leg) >= 95% 82.97% 83.14% 82.11% 82.74% 83.35% 83.55% -- --

•    Percent of Pickups On Time (B Leg) >= 90% 81.65% 86.28% 85.69% 84.54% 84.30% 86.63% -- --

•    Percent of Trips Within Ride Time (All Trips) >= 99% 99.58% 99.56% 99.58% 99.57% 99.60% 99.59% -- --

Actual number of calls  100,920 102,508 92,897 98,775 101,599 97,043 1,219,185 1,164,518

•    Average phone calls daily  4,587 4,881 4,645  4,704 4,778 4,581  --  --

•    Average Answer Speed < 1:00 0:00:45 0:01:01 0:00:39 0:00:48 0:00:58 0:00:53  --  --

•    Average Talk Time  0:05:02 0:04:30 0:04:43 0:04:45 0:04:44 0:05:05  --  --

•    Average Time On Hold <= 3:00 0:01:53 0:01:54 0:01:37 0:01:48 0:01:37 0:01:40  --  --

•    Average time on hold before abandonment < 1:30 0:01:18 0:02:08 0:00:42 0:01:23 0:01:31 0:01:15  --  --

•    Average number of calls abandoned daily 108 192 120 140 168 133  --  --

•    Percentage of calls abandoned daily < 5.0% 2.34% 3.93% 2.59% 2.95% 3.49% 2.90%  --  --

Total number of complaints by type - Valid  4,998 4,936 4,593 4,842 5,146 5,265 61,757 63,181

•    Provider No-Show 285 333 289 302 276 315 3,310 3,775

•    Timeliness 1,774 1,614 1,358 1,582 2,019 2,383 24,224 28,596

•    Other Stakeholders  2,735 2,687 2,617 2,680 2,643 2,420 31,713 29,038

•    Call Center Operations  101 260 225 195 114 52 1,371 628

•    Driver Behavior  15 1 12 9 8 7 101 82

•    Provider Service Quality  15 23 17 18 13 12 161 140

•    Miscellaneous  53 2 62 39 54 54 647 646

•    Rider Injury / Incident 20 16 13 16 19 23 230 276

•    Valid Complaints as percentage of total trips  3.23% 3.05% 3.13% 3.14% 3.38% 3.40%   --   --

Total number of complaints by type - Invalid & Other 299 345 285 310 286 276 3,435 3,314

•    Provider No-Show 28 42 14 28 28 34 330 409

•    Timeliness 39 38 37 38 41 56 491 668

•    Other Stakeholders  99 118 86 101 93 68 1,110 816

•    Call Center Operations  37 68 52 52 33 21 394 246

•    Driver Behavior  20 14 28 21 24 33 289 392

•    Provider Service Quality  12 18 15 15 15 16 182 193

•    Miscellaneous 53 40 44 46 45 40 534 481

•    Rider Injury / Incident 11 7 9 9 9 9 105 109

•    Invalid & Other Complaints as percentage of total trips  0.19% 0.21% 0.19% 0.20% 0.19% 0.18% -- --

Total number of denials by type  5,206 5,260 4,520 4,995 4,778 5,081 57,334 60,972

•   Non-Urgent / Under Days of Notice  2,003 2,134 1,552 1,896 1,760 1,577 21,123 18,926

•   Non-Covered Service  696 764 730 730 679 608 8,150 7,298

•   Ineligible For Transport  173 169 124 155 195 290 2,338 3,475

•   Unable to Confirm Medical Appointment w/ Provider  195 273 199 222 175 237 2,096 2,847

•   Does Not Meet Transportation Protocols  14 12 11 12 11 13 136 154

•   Incomplete Information  1,898 1,706 1,676 1,760 1,774 2,008 21,285 24,090

•   Needs Emergency Services  3 5 7 5 4 8 49 91

•   Beneficiary Has Medicare Part B or Other Coverage 224 197 221 214 180 341 2,157 4,091

•   Denials as percentage of total trips 3.36% 3.25% 3.08% 3.23% 3.14% 3.29% -- --

Note: Metrics are preliminary until claims resolution process is complete.

--   Indicates that Fiscal Year Totals are inappropriate to calclate for a percentage or time measure.
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Explanation of Complaint & Denial Categories

COMPLAINTS:  DENIALS: 

Provider No Show Non-Urgent/Under Days of Notice

Timeliness      o Lacks 2-Day Notice

     o Transportation Provider Early      o Lacks 3-Day Notice  

     o Transportation Provider Late Non Covered Service

Other Stakeholders      o Not Covered

     o Facility Issues      o Breast Reconstruction

     o Rider Issues      o Dental Care 21 and Over*

     o Rider No Show      o Free Services

     o Suspected Rider Fraud & Abuse      o Gastric Bypass Pre-Auth

Call Center Operations      o Orthotic Device Pre Auth

     o LogistiCare Issues      o Hospital to Hospital (Unless a higher level of hospital service)

     o LogistiCare Employee Issues Ineligible for Service

Driver Behavior      o Not Eligible

     o Subcontractor Courtesy      o Crisis or Disaster

     o Transportation Provider Employee       o Recipient Not In Service Area

Provider Service Quality      o No Primary Care Physician Referral

     o Subcontractor Safety Unable to Verify Medical Appointment  

     o Suspected TP Fraud & Abuse Does Not Meet Transportation Protocol

     o Vehicle Issue      o Minor without Escort

Miscellaneous      o Refused Public Transit

     o Re-Route      o Uncooperative Behavior, e.g., Abusive, Violent, Safety Risk

     oTransportation Provider Incomplete Information 

Rider Injury/Incident Needs Emergency Services

     o Injuries      o Needs 9-1-1

     o Incident Rider Beneficiary Has Medicare Part B

* Approval pending additional verification. Annual Adult benefit is $750.00

* Denials are calculated with Gross Data (Verified Paid and Non-Paid Trips)
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9/17/2019

 8:17:14PM

* May include invoices with future check dates *

Some Broker Clients, Some Transportation Providers

04/01/2019 to 06/30/2019

Prompt Payment Aging Report By Invoice Received Date LogistiCare Solutions, LLC

Provider Payments

Report Totals

Days To Pay

Denied As
Percent Of BilledTrips Denied

Average
Days

Number Of 
Trips Billed Percent

Days From 
Invoice Submission

To AP

 1.46%

 0.00%
 0.00%

 0.00%

 6,996

 0
 0

 0

 6,996

 100.00%

 0.00%
 0.00%

 0.00%

 100.00%

 478,712

 0
 0

 0

 478,712

 20

 0
 0

 0

0-30 Days

31-60 Days
61-90 Days

> 90 Days

 20

Days To Invoice 

Provider Billing

Average
Days

Days From 
Date Of Service To
Invoice Submission Percent

Number Of 
Trips Billed

Number Of
Transportation

Providers

121-150 Days

91-120 Days

61-90 Days

31-60 Days

0-30 Days

 15

 289

 131

 105

 74

 41

 478,712

 3,165

 2,292

 5,313

 5,921

 30,533

 8  431,488

 100.00%

 0.66%

 0.48%

 1.11%

 1.24%

 6.38%

 90.14%

 5

 10

 15

 40

 88

 160

> 150 Days
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