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Transportation Metrics
Performance

Goal

April   

2020                

Final

May   

2020                

Final

June   

2020                

Final

Average Last 

Three Months

Average 

SFY 2020

Average 

SFY 2019

Totals 

SFY 2020

Totals 

SFY 2019

Unduplicated Beneficiaries  15,167 15,269 17,994 16,143 23,559 26,057 65,391 69,893

Total trips provided by type of transportation 74,189 80,344 104,765 86,433 135,878 152,301 1,630,535 1,827,612

•    Non-Emergency Ambulatory Sedan/Van Trips 53,641 56,979 74,201 61,607 98,548 110,459 1,182,571 1,325,512

•    Wheelchair Trips 8,360 9,088 12,533 9,994 14,828 16,308 177,931 195,695

•    Stretcher Trips 1,026 1,177 1,584 1,262 1,737 1,879 20,843 22,553

•    Individual Transportation Gas Trip 10,670 12,597 15,828 13,032 20,048 23,062 240,579 276,740

•    Non-Emergency Ambulance ALS 21 32 46 33 63 73 757 876

•    Non-Emergency Ambulance BLS 95 75 93 88 59 51 702 611

•    Public Transportation Bus Trip 376 396 480 417 596 469 7,152 5,625

Total Over Night Trips Arranged 50 132 152 111 118 48 1,412 574

Total Extra Passengers  5,174 5,537 8,838 6,516 13,385 15,524 160,623 186,283

•    Provider No-Shows as Percentage of Total Trips <=0.25% 0.13% 0.17% 0.14% 0.15% 0.22% 0.21% -- --

•    Number of Pickups On Time (A Leg)  27,909 29,925 38,958  32,264 50,921 57,666 611,051 691,991

•    Number of Deliveries On Time (A Leg)  25,907 27,989 36,568  30,155 47,112 54,393 565,344 652,713

•    Number of Pickups On Time (B Leg) 25,498 27,329 36,043 29,623 46,646 51,530 559,753 618,361

•    Number of Trips Within Ride Time (All Trips)  63,575 67,776 89,005  73,452 115,823 129,478 1,389,881 1,553,736

•    Percent of Pickups On Time (A Leg) >= 90% 87.33% 87.37% 86.46% 87.05% 87.02% 88.15% -- --

•    Percent of Deliveries On Time (A Leg) >= 95% 81.72% 82.42% 81.79% 81.98% 80.95% 83.35% -- --

•    Percent of Pickups On Time (B Leg) >= 90% 85.17% 85.38% 85.60% 85.38% 85.09% 84.30% -- --

•    Percent of Trips Within Ride Time (All Trips) >= 99% 99.85% 99.82% 99.75% 99.81% 99.65% 99.60% -- --

Actual number of calls  45,631 50,597 65,970 54,066 90,212 101,599 1,082,541 1,219,185

•    Average phone calls daily  2,074 2,409 2,999  2,494 4,219 4,778  --  --

•    Average Answer Speed < 1:00 0:00:07 0:00:15 0:00:22 0:00:15 0:00:35 0:00:58  --  --

•    Average Talk Time  0:03:52 0:03:54 0:03:57 0:03:54 0:04:04 0:04:44  --  --

•    Average Time On Hold <= 3:00 0:01:37 0:01:29 0:01:32 0:01:33 0:01:43 0:01:37  --  --

•    Average time on hold before abandonment < 1:30 0:00:15 0:00:52 0:01:16 0:00:48 0:00:57 0:01:31  --  --

•    Average number of calls abandoned daily 2 9 23 11 104 168  --  --

•    Percentage of calls abandoned daily < 5.0% 0.09% 0.38% 0.75% 0.41% 2.17% 3.49%  --  --

Total number of complaints by type - Valid  2,221 2,388 2,710 2,440 4,159 5,146 49,905 61,757

•    Provider No-Show 83 115 125 108 265 276 3,183 3,310

•    Timeliness 172 251 276 233 892 2,019 10,709 24,224

•    Other Stakeholders  1,672 1,555 1,843 1,690 2,522 2,643 30,267 31,713

•    Call Center Operations  249 425 415 363 378 114 4,540 1,371

•    Driver Behavior  0 5 3 3 10 8 115 101

•    Provider Service Quality  10 10 8 9 16 13 192 161

•    Miscellaneous  28 18 28 25 62 54 744 647

•    Rider Injury / Incident 7 9 12 9 13 19 155 230

•    Valid Complaints as percentage of total trips  2.99% 2.97% 2.59% 2.85% 3.05% 3.39%   --   --

Total number of complaints by type - Invalid & Other 191 208 282 227 299 286 3,593 3,435

•    Provider No-Show 21 17 27 22 32 28 380 330

•    Timeliness 6 13 29 16 27 41 321 491

•    Other Stakeholders  79 98 108 95 106 93 1,270 1,110

•    Call Center Operations  45 36 46 42 54 33 646 394

•    Driver Behavior  12 19 12 14 23 24 279 289

•    Provider Service Quality  10 4 7 7 13 15 151 182

•    Miscellaneous 17 19 49 28 39 45 473 534

•    Rider Injury / Incident 1 2 4 2 6 9 73 105

•    Invalid & Other Complaints as percentage of total trips  0.26% 0.26% 0.27% 0.26% 0.23% 0.19% -- --

Total number of denials by type  1,597 2,218 2,060 1,958 3,948 4,778 47,375 57,334

•   Non-Urgent / Under Days of Notice  502 876 821 733 1,545 1,760 18,538 21,123

•   Non-Covered Service  202 269 322 264 520 679 6,245 8,150

•   Ineligible For Transport  96 86 125 102 194 195 2,332 2,338

•   Unable to Confirm Medical Appointment w/ Provider  133 108 47 96 163 175 1,955 2,096

•   Does Not Meet Transportation Protocols  1 3 10 5 8 11 90 136

•   Incomplete Information  512 772 667 650 1,359 1,774 16,313 21,285

•   Needs Emergency Services  1 0 1 1 2 4 20 49

•   Beneficiary Has Medicare Part B or Other Coverage 150 104 67 107 157 180 1,882 2,157

•   Denials as percentage of total trips 2.15% 2.76% 1.97% 2.29% 2.84% 3.11% -- --

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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All Regions
Fourth Quarter SFY 2019 - 2020 April 2020 - June 2020

Transportation Metrics Apr 2020 May 2020 Jun 2020
Average Last 

Three Months

Average SFY        

2020

Totals           

SFY                 

2020

Total Trips Provided - Ambulance 2,205 2,182 3,085 2,491 4,453 53,438

•    Provider No-Show 3 7 7 6 21 256

•    Timeliness 2 4 11 6 48 579

•    Other Stakeholders 24 26 33 28 56 674

•    Call Center Operations 5 9 9 8 9 107

•    Driver Behavior 0 0 1 0 0 4

•    Provider Service Quality 0 0 0 0 0 4

•    Miscellaneous 0 5 0 2 2 25

•    Rider Injury / Incident 0 0 0 0 0 5

Total Valid Complaints by Provider Type - Ambulance 34 51 61 49 138 1,654

Total Invalid Complaints by Provider Type - Ambulance 1 3 4 3 6 76

Valid Ambulance Complaints as % of Total Ambulance Trips 1.54% 2.34% 1.98% 1.95% 2.96% -

Total Trips Provided - Commercial 97,966 89,993 99,895 95,951 129,075 1,548,898

•    Provider No-Show 58 64 89 70 186 2,234

•    Timeliness 150 217 220 196 710 8,517

•    Other Stakeholders 1,424 1,280 1,571 1,425 2,212 26,549

•    Call Center Operations 121 148 200 156 156 1,867

•    Driver Behavior 0 1 2 1 7 86

•    Provider Service Quality 7 6 5 6 12 140

•    Miscellaneous 21 8 23 17 47 568

•    Rider Injury / Incident 4 7 11 7 10 116

Total Valid Complaints by Provider Type - Commercial 1,785 1,731 2,121 1,879 3,340 40,077

Total Invalid Complaints by Provider Type - Commercial 86 119 149 118 171 2,054

Valid Commercial Complaints as % of Total Commercial Trips 1.82% 1.92% 2.12% 1.96% 2.54% -

Total Trips Provided - Private 18,901 15,702 16,505 17,036 17,071 204,854

•    Provider No-Show 4 8 2 5 2 27

•    Timeliness 9 7 6 7 4 49

•    Other Stakeholders 52 41 22 38 17 209

•    Call Center Operations 4 3 8 5 4 44

•    Driver Behavior 0 2 0 1 0 2

•    Provider Service Quality 1 4 0 2 0 5

•    Miscellaneous 0 0 1 0 0 3

•    Rider Injury / Incident 1 0 1 1 0 3

Total Valid Complaints by Provider Type - Private 71 65 40 59 29 342

Total Invalid Complaints by Provider Type - Private 7 1 6 5 5 56

Valid Private Complaints as % of Total Private Trips 0.38% 0.41% 0.24% 0.34% 0.17% -

Total Trips Provided - Transit 14,613 14,769 17,328 15,570 20,640 247,677

•    Provider No-Show 14 31 25 23 53 630

•    Timeliness 10 23 36 23 130 1,554

•    Other Stakeholders 155 200 202 186 209 2,509

•    Call Center Operations 20 19 32 24 19 232

•    Driver Behavior 0 2 0 1 2 18

•    Provider Service Quality 1 0 3 1 1 15

•    Miscellaneous 7 5 3 5 12 142

•    Rider Injury / Incident 2 2 0 1 2 28

Total Valid Complaints by Provider Type - Transit 209 282 301 264 427 5,128

Total Invalid Complaints by Provider Type - Transit 19 23 20 21 21 251

Valid Transit Complaints as % of Total Transit Trips 1.43% 1.91% 1.74% 1.69% 2.19% -

Total Trips Provided - Volunteer 112 192 213 172 375 4,499

•    Provider No-Show 0 0 1 0 2 20

•    Timeliness 0 0 2 1 0 3

•    Other Stakeholders 2 3 8 4 11 131

•    Call Center Operations 0 1 5 2 3 41

•    Driver Behavior 0 0 0 0 0 0

•    Provider Service Quality 0 0 0 0 0 0

•    Miscellaneous 0 0 1 0 0 5

•    Rider Injury / Incident 0 0 0 0 0 1

Total Valid Complaints by Provider Type - Volunteer 2 4 17 8 17 201

Total Invalid Complaints by Provider Type - Volunteer 0 0 3 1 1 15

Valid Volunteer Complaints as % of Total Volunteer Trips 1.79% 2.08% 7.98% 3.95% 4.43% -

All Providers

Total trips provided 133,797 122,838 137,026 131,220 171,614 2,059,366

Total Valid complaints 2,122 2,152 2,541 2,272 3,955 47,459

Total Invalid complaints 116 146 182 148 205 2,458

Valid Complaints as percentage of total trips 0.09% 0.12% 0.13% 0.11% 0.12% -

Complaints By Provider Type
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