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South Carolina Department of Health and Human Services

Broker Performance Report - Region 1 - Logisticare

January | February March SFY SFY
Transportation Metrics Performance 2013 2013 2013 2013 2013
Goal Flnal Final Final Q3 Totals Totals
Unduplicated Beneficiaries 7,152 6,782 6,805| 17,508
Total trips provided by type of transportation 43,426 39,384 40,590 123,400 365,335
= Non-Emergency Ambulatory Sedan/Van Trips 31,372 28,117, 29,118 88,607 265,195
*_Wheelchair Trips 5,526 4,994 5,133 15,653 45,833
*_ Stretcher Trips 717 607 684 2,008 5619
»__Individual Transportation Gas Trip 5,480 5,404 5,315 16,199 45,771
> _Non-Emergency Ambulance ALS 2 4 4 10 35
= Non-Emergency Ambulance BLS 65| 66] 55 186 426
+__Public Transportation Bus Trip 264 192 281 737 2,456
Total Over Night Trips Arranged 24 17 __25| 66 199
Total Extra Passengers 6,278 5,408 5,500 17,184 53,879
< __Number of Pickups On Time (A Leg) 15,916, 15,658 16,219 47,793 142,787
» _Number of Deliveries On Time (A Leg) 15,682 15,293 15,663 46,628 139,758
»__Number of Trips Within Ride Time (All Trips) 39,583 38,260 39,172 117,015 351,855
» Percent of Pickups On Time (A Leg) >=90% 81.10% 83.90% 84.60% 83.20% 82.50%
= __Percent of Deliveries On Time (A Leg) >m 95% 80.20% 80.70% 81.90% 80.93% 80.72%
«__Percent of Trips Within Ride Time (All Trips) _ >= 99% 99.70% 99.60% 99.70% 99.67% 99.50%
Actual number of calls * 110,364 94,504 92,957 297,825 898,162
*_Average phone calls daily 5,017 4,725 4,427 4,723 4,627
» Average Answer Speed <1:00 00:55) 00:41 00:37 00:44 00:57
»__Average Talk Time 03:056 03:08 03:09, 03:07 03:09{
+ __Average Time On Hold <= 3:00 01:26 01:30 01:31 01:29 01 :34|
= Average time on held before abandonment <1:30 01:02 00:55 00:54 00:57 01:08
»_Average number of calls abandoned daily 209 145 117 157, 205
»__Percentage of calls abandoned daily < 5.0% 4.17% 3.07% 2.64% 3.32% 4.43%
Total number of complaints by type 499, 429 645 1,573 4,512
» _Provider No-Show 65 57 73 195 554,
= Timeliness 221 180 313 714 1,642
* _Other Stakeholders 158 142 206 508 1,924
< Call Center Operations 17 26 30 73 136,
= Driver Behavior 16 9 13 38 94
- Provider Service Quality 3 7 4 14 41
* _Miscellaneous 8 4 3 15 62
»__Rider Injury / Incident 11 4 3 18, 59
»__Provider No-Shows as percentage of total trips <= 0.25% 0.15% 0.14% 0.18% 0.16% 0.15%
+_Cempaints as percentage of total trips 1.15% 1.09% 1.59% 1.27% 1.24%|
Total number of denials by type 1,012 919 949 2,880 7,952
+ _Non-Urgent/ Under Days of Notice 173 149 185 507 1,515
»_Non-Covered Service 158 167 _128 453 1,446
*_Ineligible For Transport 74 76 73 223 534
»_Unable to Confirm Medical Appointment w/ Provider 53 45 44 142 313
+_Does Not Meet Transportation Protocols 2 1 1 4 11
*_Incomplete Information 441 413 438 1,292 3,291
»_Needs Emergency Services 4 3 2 1] 13
»_Beneficiary Has Medicare Part B or Other Coverage 107 65 78 250 829
«_Denials as percentage of total trips 2.33% 2.33% 2.34% 2.33%, 2.18%

* Includes calls for Regions 1-3.

Source: Logisticare Monthly Report

File Name: Logisticare SFY13 Q3 Region 1 - Performance Report With Annual Totals

Author: Mike Benecke
6/4/2013 12:55 PM



South Carolina Department of Health and Human Services

Broker Performance Report - Region 2 - Logisticare

January | February March SFY SFY
Transportation Metrics Performance 2013 2013 2013 2013 2013
Goal Final Flnal Final Q3 Totals | Totals
Unduplicated Beneficiaries 10,648 10,068 9,964 25,587
Total trips provided by type of transportation 63,635, 57,087 59,908 180,630 535,506
»_Non-Emergency Ambulatory Sedan/Van Trips 49,287 43,934 45,938 139,159 415,405
»__Wheelchair Trips 8,023 7,198 7,652 22,873 67,844
+ _Stretcher Trips 1,322 1,192 1,217 3,731 10,672
«__Individual Transportation Gas Trip 4,842 4,624 4917 14,383 40,592
+_Non-Emergency Ambulance ALS _ 19 2 1 22 47|
= _Non-Emergency Ambulance BLS 68 48 49 165 486
«__Public Transportation Bus Trip 74 89 134 297, 460
Total Over Night Trips Arranged 24 36 3 91 252
Total Extra Passengers 7,822) 6,654 6,293 20,769 65,238
»__Number of Pickups On Time (A Leg) 24,233 22,483 24,830 71,546 209,067|
»__Number of Deliveries On Time (A Leg) 23,305 21,264 23,457 68,026 198,956
= Number of Trips Within Ride Time (All Trips) 58,777 54224 58,699 171,700 523,857
> Percent of Pickups On Time (A Leg) >=90% 82.70% 83.70% 84.90% 83.77% 80.13%
«__Percent of Deliveries On Time (A Leg) >=95% 79.90% 79.40% 80.50% 79.93%| 76.12%
+ Percent of Trips Within Ride Time (All Trips) >=99% 99.60% 99.60% 99.70% 99.63% 99.29%
Actual number of calls *
«__Average phone calls daily
*__Average Answer Speed < 1:00
> Average Talk Time
> Average Time On Hold <= 3:00
»__Average time on hold before abandonment <1:30
* __Average number of calls abandoned daily
= __Percentage of calls abandoned daily <5.0%
Total number of complaints by type 716 719 794 2,229 5,904
* _Provider No-Show 127 128 122 377 927
+ _Timeliness 384 360 341 1,085, 2,393
»__Other Stakeholders 143 170 282 595 1,992
> Call Center Operations 14 24 14 52 111
* _Driver Behavior 3 1 1 5 41
»__Provider Service Quality 4 2 4 10 38
* _Misceflaneous 32 29 24 85 322
> Rider Injury / Incident ] 5 6 20 80
* _Provider No-Shows as percentage of total frips <= 0.25% 0.20% 0.22% 0.20% 0.21% 0.17%
»__Complaints as percentage of total trips 1,13% 1.26% 1.33% 1.23% 1.10%
Total number of denials by type 1,791 1,589 1,623 5,003 13,637
» Non-Urgent / Under Days of Notice 244 261 203 798 2,383
* Non-Covered Service 317, 256 256 829 2,530
»_Ineligible For Transport 155 104 126 385 943
»_Unable to Confirm Medical Appointment w/ Provider 60 72 69 201 540
»_Does Not Meet Transportation Protocols 2 1 2 5 12
«_Incomplete Information 739 613 623 1,976 5,007
= _Needs Emergency Services 3 5 5 13 25
* _Beneficiary Has Medicare Part B or Other Coverage 271 277 249 797 2,197
= _Denials as percentage of total trips 2.81% 2.78% 2.71% 2.77% 2.55%

* Call center data for Region 2 is Included on the Region 1 report.

Source: Logisticare Monthly Report

File Name: Logisticara SFY13 Q3 Region 2 - Performance Report With Annual Totals

Author: Mike Benecke
6/4/2013 12:58 PM



South Carolina Department of Health and Human Services

Broker Performance Report - Region 3 - Logisticare

File Name: Logisticare SFY13 Q3 Region 3 - Performance Report With Annual Totals

January | February March SFY SFY
Transportation Metrics Performance 2013 2013 2013 2013 2013
Ll Goal Final Final Final || Q3 Totals Totals
Unduplicated Beneficiaries 10,482 9,821 9,579 25,282
Total trips provided by type of transportation 59,324 53,350 55,992 168,666 508,740
+_Non-Emergency Ambulatory Sedan/\Van Trips 46,986, 42,058 43,529 132,573 402,069
»__Wheelchair Trips 7,390 6,649 7,176 21,215 64,032
*__Stretcher Trips 1,114 ga76 1,132 3,222, 9,633
* _Individual Transportation Gas Trip 3,425 3,267 3,634 10,326 29,442
» __Non-Emergency Ambulance ALS 7 15 16 38 122
+ __Non-Emergency Ambulance BLS 25 18 27 70 248
+_Public Transportation Bus Trip 377 367 478 1,222 3,294
Total Over Night Trips Arranged a1 29 42 112 311
Total Extra Passengers 7,318 6,225 6,129 19,670 61,506
>__Number of Pickups On Time (A Leg) 22,709 20,990, 22,156 65,855 196,052
* _Number of Deliveries On Time (A Leg) 21,844, 20,253 21,799 63,896 185,247
> Number of Trips Within Ride Time (All Trips) 58,235 53,276 55,678 167,189 509,815
+_Percent of Pickups On Time (A Leg) >m 90% 78.30% 79.20% 80.30% 79.27% 77.08%
+__Percent of Deliveries On Time (A Leg) >=95% 75.50% 76.60% 79.10% 77.07% 72.96%
+__Percent of Trips Within Ride Time (All Trips) >= 99% 99.70% 99.70% 99.70% 99.70% 99.36%
Actual number of calls *
«_Average phone calls daily
= _Average Answer Speed <1:00
* _Average Talk Time
¢+ __Average Time On Hold <= 3:00
« _Average time on hold before abandonment <1:30
+_Average number of calls abandoned daily
»__Percentage of calls abandoned dally <5.0%
Total number of complaints by type 486 508 522 1,518{ 4,186
»__Provider No-Show 84 70 108 _262| 748
= _Timeliness 272 285 287 844 1,848
* Other Stakeholders 70 105 83 258 1,027|
* _Call Center Operations 4 6 8 18 76
= Driver Behavior 2 0 3 5 33
»_Provider Sesvice Quality 3 2 2 7 31
+ _Miscellaneous 44 38 28 110 357,
*__Rider Injury / Incident 7 2 3 12 66
»__Provider No-Shows as percentage of total trips <=0.25% 0.14% 0.13% 0.19% 0.16% 0.15%
=_Complaints as percentage of total trips 0.82%)| 0.95% 0.93% 0.90% 0.82%|
Total number of deniais by type 2,084 1,783 1,928 5,795 15,863
¢ _Non-Urgent/ Under Days of Notice 315 266 321 902, 2,571
» Non-Covered Service . 282 205 218 705 2,219
- _ineligible For Transport 124 95 113 332 760
»_Unable to Cenfirm Medical Appointment w/ Provider 80 98 71 249 582
»_Does Not Meet Transportation Protocols 13 9 6 28 62
*_Incompleste Infommation 774 693 759 2,226 5,689
«_Needs Emergency Services 7 2 10 19 34
*_Beneficiary Has Medicare Part B or Other Coverage 489 415 430 1,334 4,036
L__+_Denials as percentage of total trips 3.51% 3.34% 3.44% 3.44% 3.12%
* Call center data for Region 2 is included on the Reglon 1 report.
Source: Logisticare Monthly Report Author: Mike Benecke

6/4/2013 1:05 PM
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Transportation Advisory Committee
Meeting Minutes
June 27, 2013

Committee Members in Attendance: Lydia Hennick, Coretta Bedsole, Douglas Wright, Lynn
Stockman, Scott Lesiak, Gloria Prevost, Crystal Hart

Committee Members via Telephone: Heath Hill, Dr. Keith Guest

Others in Attendance: Denise Rivers, Krista Martin, Rhonda Goodman, Teresa Martin, Heather

Smith

DHHS Staff: Michael Benecke, Zenovia Vaughn, Audrey Williams

Welcome and Introductions
Coretta Bedsole, Chairperson called the meeting to order.

Purpose of the Transportation Advisory Committee (TAC)
Michael Benecke read the first paragraph of the bill that established the committee and
outlines the purpose of the committee.

Coretta Bedsole, as the newly elected Chairperson, shared her vision of what the
Transportation Advisory Committee should be. If we are going to spend our time as an
advisory committee | want our committee to be functional and useful to the process.
The vision of what the committee should be is based on legislative intent and
parameters of statues. The single most important thing for each of us to remember is
that we represent a group of individuals, an organization, a trade association, or non-
profit organization. That means we are the liaison to our respective organization or
entities. It is our responsibility to report back to the constituencies we represent what
happens in these meetings. The transportation system has been controversial and there
are some challenges and problems with the system but part of that controversy is due
to inaccurate information. One of the things committee members can do is make sure
that we are as well informed as possible by fully participating in the process and asking
questions with DHHS and LogistiCare and in turn being part of the educational process
back to our respective organization so they can better understand what is going on. For
example, based on the contract there are some things DHHS cannot do. We need to
know what those things are and be able to report back to our constituencies so that we
can have a fuller, healthier, better educated discussion. Also, it is our responsibility to



VI.

advise DHHS if we see a problem and we need to make sure that we share that either
collectively or individually with the DHHS. Ms. Bedsole complimented Mr. Benecke and
Ms. Vaughn on that, because | frequently bring challenges or items of interest or
concerns, and working with the agency we have been able to address almost all those
concerns on case by case bases. So | suspect most of you are already doing that, if not, |
strongly encourage you to do so. An advisory committee is only as good as the
information that we receive and the information we get back in return. I think of the
TAC as one small component of a problem solving team. Please keep that in mind as we
go forward. She thanked the members for serving on the committee and said the best
way to face challenges and concerns is to talk about them collectively as a group and
work together on solutions.

Meeting Minutes Approval- March 28
The committee approved the meeting minutes for March 28, 2013.

TAC Committee Vice- Chairperson Election
Dr. Keith Guest was elected as the new Vice Chairperson.

Transportation Provider Survey- Update

Mr. Benecke asked about the information TAC members were to send to him regarding
the top ten items from the survey comments. Each member was to select their top ten
items of concern and send them to DHHS. The detailed list will be resent to the
members via email. Ms. Bedsole made a recommendation that a deadline be set for July
31" to respond back to the agency so that they can compile the information before the
next TAC meeting.

Transportation Provider Performance Reports- Sub Committee Update

Lydia Hennick chaired a sub-committee which included Krista Martin of LogistiCare,
Scott Lesiak who represented the EMS Association, and Lynn Stockman representing the
South Carolina Transportation Association to discuss and develop a new Transportation
Provider Performance Report. A Copy of the draft was given to the committee. The sub-
committee considered performance information that is included in the RFP from a
provider’s standpoint.

The other key information that was looked at was a grading scale that would be
beneficial to a transportation provider and their leadership team. We discussed more of
a grading scale geared toward a meet expectation or need improvement standpoint.
Committee members were asked to review the draft and to provide feedback on the
ease of understanding the content and meaning. The goal of the report is to have a tool
that is useful to transportation providers, TAC members and other interested parties
that may have access to the reports.
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One of the key performance indicators that we wanted to capture in a standard way are
complaints. There are two categories of complaints:

1. Valid complaint percentage — which is the number of complaints compared to total
trip volume. While the complaint percentage is not a specific performance measure for
SCDHHS, it is something the Broker has in there contract with the provider to make sure
the valid complaint percentage is evaluated.

Mr. Benecke indicated that SCDHHS does not have a performance standard for the valid
complaint percentage in their contract with the Broker. The reason SCDHHS does not
have a standard is that the agency did not want to have any disincentive for recording
all complaints.

2. Provider No Show Percentage - the contract requirement is for this to be less than a
quarter percent (0.25%) of trips on a daily basis. The sub-committee wanted to make
sure that specific complaint information is captured on the provider report card.

Scott Lesiak directed the committee’s attention to the second page of the draft that
showed the scoring percentage. The providers can get an Exceed Standard, Meets
Standard, Needs Development and Unsatisfactory performance types. Mr. Lesiak said
from a provider perspective we are here to service the beneficiaries for Medicaid and
what the contract provides. We talked about what the standards should be that were
outside the performance measures in the contract the state has with the Broker, those
are not changeable.

Ms. Hennick said there was good discussion about possibilities that could be made as
recommendation, the point of the discussions were based off of today, and today’s
information and today’s contract. It does not mean the template cannot be used going
forward on different measurement. The template itself and the criteria are what our
goal is. Ms. Bedsole asked if the contract parameters changed during the RFP process
could the template be altered to include those other benchmarks within the contract.
Ms. Hennick said that the standard column and the grading scale can be edited or
changed if the standard changes

On-Time Performance is an area of specific focus for the broker. The On-Time
performance consisted of four categories: A-Leg Pick Up, A-Leg Drop Off, B-leg Return,
and Ride time; the ride time refers to the time the member is on board a vehicle from
point A to B. There was some discussion to include the statewide average for South
Carolina, which we included that same evaluation on whether or not the provider meets
any of the four standards. Mr. Wright mentioned that the appointment time was not on
the form. Ms. Hennick replied saying that would be the A- Leg Drop off. Mr. Wright said
he thought that was supposed to be five minutes before the appointment time. Ms.
Hennick replied it could be three to five minutes depending on the level of service.
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Ms. Hennick explained that an A Leg Drop Off measure is the 45 minute window before
the scheduled drop off time as long as the facility is opened. If someone is dropped off
an hour before it would affect the A Leg drop off measure, if they were dropped off
after the scheduled drop off time and therefore the member is late for their
appointment then it would also count in that area.

Mr. Lesiak asked if the broker could add in parenthesis “appointment time”. Ms. Martin
said could do that but it would not be 100% accurate; an A-Leg can be different if there
is someone at a facility that is only transported home. We can add in parenthesis
“generally appointments” or something along those lines. Hospital discharge, for
example, somebody brought the member to their appointment, but they only need
transportation from treating facility to residence, those are one way trips, and because
it’s the first leg associated with that business day it is an A Leg.

Ms. Bedsole asked how complicated is it to back out those types of trips. Ms. Hennick
replied to do it for the small percentage of people it would be a lot more time involved
than the return. Ms. Martin added that 2% would probably be hospital discharges which
would be easy to pull out. The 1% would be things like sleep studies that are considered
a one way A Leg because if it is a new date it is an A Leg. Ms. Bedsole suggested that we
add a footnote with an explanation of what an A-Leg and a B-Leg is.

Mr. Lesiak wanted to know if the providers were still getting graded on the A Legs for
discharges and sleep study drop- offs. Ms. Hennick said the discharges and trips like that
are evaluated as an urgent care short notice, with a 3 hour window; they are pulled out
and we grade them in the 3 hour window because they are urgent trips.

Ms. Hart asked if it was possible on hospital discharges and retuned trips that there
could be added a trip AA-Leg or a Z-Leg. Ms. Hennick replied saying for them to do a zZ-
Leg they would have to add 26 legs in there system and canceling out the first 25 to get
to the Z Leg. Mr. Benecke asked if there are three legs of a trip, the third leg is a C. Ms.
Hennick said it goes by letters; it’s added on to the same person’s transportation for
that day.

Compliance is made up of three categories: Insurance, Driver Compliance, and Vehicle
Compliance all three have clear guidelines for being fully compliant. All the credentials
have to be met 100% and all documentation has to be up to date in the Broker’s system
for a provider to be evaluated at a 100%.

Ms. Bedsole asked if the driver compliance includes concerns we heard expressed about
some drivers treating consumers with respect. Is it those kinds of issues? Ms. Hennick
stated this is from a background check standpoint for things like drug testing, training
documents, physicals and annual training. Mr. Benecke asked if vehicles that were
redlined. are represented on the report. It will be recorded as a valid complaint as a
vehicle issue. Mr. Benecke asked if a vehicle is red lined for two days is that going to

Page 4 of 11



show up on the report. Ms. Martin replied if a vehicle is redlined by the Broker it will
lower the score. If a provider pulls the vehicle for maintenance reasons it does not lower
the score. Mr. Benecke said he wanted to make sure there was some visibility of when
that happens.

Mr. Wright stated that the report does not show the things it needs to show, for
instance; if you don’t have insurance on a vehicle that is not going to be on the road,
and if the driver is not in compliance, that driver is not going to be driving. Mr. Benecke
stated that when an inspection is conducted and either the driver or the vehicle is not in
compliance, we want to see that on the report. Mr. Lesiak gave an example; if you have
150 drivers and two need drug tests, and they are not schedule to drive until they get
their drug test, will that lower the score? Ms. Hennick stated the Broker is looking at the
active status. If the driver does not have an up to date drug screen, then that person
should not be on the road, and what the Broker sees in their system, you have an active
driver not in compliance. That information will be sent to the transportation provider
letting them know that driver is not in compliance with the Brokers requirement.

Mr. Benecke asked if the broker uses available vehicle capacity when assigning trips to
transportation providers. In order for that vehicle to be available it has to be
credentialed and active. So if you have a vehicle that is not available and the broker
thinks it is, will the Broker over assign trips to the transportation provider because they
think the vehicle is available when it is actually in the shop? Ms. Martin stated that the
number of vehicles is entered into the system. Ms. Hennick said that the intention is to
get something that will work across the network.

Mr. Benecke had another question regarding the report. It was mentioned that the
report will go to the Legislators. DHHS does not get the report. We get the summaries
that the committee asked for on a quarterly basis. If a report is sent to a Legislator it is
not going through SCDHHS because we do not get a copy of the report. The report
submitted to the TAC does not include the name of the transportation provider. Mr.
Wright said if the report is published it needs to be understood at a glance, and not have
someone explain it to them. Mr. Wright made a recommendation to look at the report
again. Ms. Bedsole said the original intent of the document or understanding of the
document was to streamline the information we are given as members of the
transportation advisory committee. The document is supposed to be a summary of
information appropriate for the members of the advisory committee.

Ms. Bedsole stated she and Mr. Lesiak had conversations about the report and had
expressed interest of the committee to streamline the information given so it can be
more useful. Lynn Stockman stated that she and some other committee members
worked together to create a report that would not throw a negative on the providers
from a number standpoint. Ms. Hennick said that there are other data that support the
goal for what Ms. Stockman mentioned that she wanted to talk about. The additional
data is important to the transportation providers, but it also varies based on the type of
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provider they are, the level of service they offer, their coverage area and the number of
trips they run.

The cancellation percentage is based on the comparison to all of the transportation
provider’s trips; and includes Rider No Shows and rescheduled appointments. We want
to evaluate those to make sure they are reported appropriately.

If the reroute percentage is very high, we may want to do a better job of initial
assignment of trips. From an owner or director’s standpoint, it would help them not to
turn back trips that they actually could have taken.

The committee reviewed the Safety Issues per Miles Ratio Contributory / Non
Contributory. Those are being evaluated now in the market and are based on a
comparison to how many miles a vehicle actually took.

Rider No Show Complaint / Cancellation percentage- There are two different numbers,
because every Rider No Show has a complaint filed against them, so both were included
to give that information and feedback.

Ms. Bedsole asked if the sub-committee was in unanimous agreement with the draft of
the new provider performance report. Ms. Bedsole also asked if the information is what
SCDHHS wants on the report. Mr. Benecke restated that SCDHHS does not get the
individual transportation provider reports for every transportation provider. What
SCDHHS does get is the Transportation Provider Quarterly Report that the TAC members
asked for. Once the new Transportation Provider Performance Report is completed and
accepted, then adjustments can be made to the Transportation Quarterly Report to
reflect changes and that is what will be available to the TAC members and the public.

Ms. Bedsole asked if there was a motion from the Sub-Committee to the TAC that we
adopt this document as the bases for future reporting. Before motion was made for
approval Ms. Hennick stated that they will pull together some of the changes discussed
and include those in a revised report. Ms. Bedsole asked Ms. Hennick, on behalf of the
sub-committee are you making a motion to the full committee to accept this with the
recommendations stated during this discussion as the new bases for reporting.

The sub-committee report was approved by the TAC.

Ms. Bedsole suggested as a next step, that the committee try out the report at the
September meeting. Ms. Hennick indicated that some of the data for the September
meeting will have already been completed using the previous report template. The new
template for the quarterly report can be ready for approval at the next TAC meeting in
September. The July, August, September data would be prepared for the December
meeting using the new template. Mr. Benecke stated that the new template should
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VII.

have definitions for all of the data reported. Ms. Bedsole thanked the sub-committee for
their hard work and the effort they put in to creating the report.

Member Survey

Mr. Benecke stated for those people that called into the meeting, once the member
survey is approved it will be posted to the DHHS website, and a notice will be sent to the
members letting them know it has been posted.

Dr. Kathy Mayfield-Smith with the University of South Carolina, Institute for Families in
Society presented the results of the Consumer Medicaid Transportation survey. A
similar survey for members was conducted in 2009. The purpose of the survey was to
assess the consumer’s awareness of the Medicaid transportation services and to assess
their experience and satisfaction with the current services.

Demographic Characteristics

The group responding to the survey totaled 271. When the preliminary data was given
to the agency, there was a concern that the 271 responses were not enough. Ms. Smith
stated they went back and looked at that population that responded and how it
compared to the larger population to be sure that the results were valid. She felt
confident that it is comparable to the group that is using transportation services for
Medicaid.

e The geographic distribution is comparable to all transportation users. One of the
things the University has begun to do with all the Medicaid data is to look at it in the
context of deprivation areas within South Carolina and identify the more challenging
areas. Deprivation was looked at by rural versus urban and not just at a county level.
They characterize the population statewide and looked at the Medicaid population in
that context. The map shows the distribution of those who responded to the survey and
that they fall in the areas that have higher deprivation, more poverty, high
unemployment rates and higher chronic disease rates.

e Age and Gender distribution, all ages used transportation, however the majority of
transportation users are in the adult population and only about 16% are less than 18
years of age.

s Education and Race distribution, most of the users have a high school level of
education or less, although some people with higher education levels are using it as
well. The distribution by race shows that the majority are African Americans with 68%,
28% white, 4% Hispanic.

Transportation Usage
For those who completed the survey, 71% had used transportation in the last 6 months.
The majority of those responding have used it multiple times. Mr. Benecke asked if the
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survey sample was pulled from records that showed the client used transportation in
the past, not within the past 6 months. Ms. Smith stated they used records for calendar
year 2012. Only 10% used transportation 1 time and the rest had used it 2 times and
some more than 20 times.

® Reasons for using transportation include; to get to doctor appointments, or clinics,
Adult Day Care, Club House (people who have mental issues- a day program) or return
trips. Mr. Benecke had a question regarding people who responded. Our data show that
the reason for transportation is a lot different than the survey responses. About 60% go
for subscription trips or to adult day, behavioral health and dialysis. Ms. Hennick added
that was an accurate statement, but if we are only looking at unduplicated riders. For
example dialysis which may have been the 20 trips would be one answer that would
affect those numbers. Ms. Bedsole mentioned there was a point made that in some
cases those who were surveyed might not have realized that their medical doctor’s
appointment may have been their dialysis appointment. A lot of older people call
everything their doctor’s appointment. Mr. Benecke asked if the information could have
some explanation to make sure that is understood since it will be for public information.
Ms. Smith asked if they wanted the slide to be a part of the survey. The consensus was
to remove the slide.

¢ In the past 6 months, who arranged transportation for you? Only about 45% make
transportation arrangement for themselves and the rest is coordinated by someone
else.

¢ Reasons for not using transportation in the past 6 months, 31% felt they didn’t need
it. 3% didn’t know about the service, 3 % had negative experiences.

Consumer Experience and Satisfaction
¢ In the past six months, did the Medicaid transportation services meet your needs?
74% always, 9% usually, 2 %never, 4% sometimes.

e On a scale of 0-10 (10 is best), how would you rate Medicaid transportation
Services? 51% rated it as the best (a 10), 10% rated it very good (a 9), 10% rated it with
an 8, and 1% rated it as the worse (a 0). Another 11% that was rated from one to six,
which is considered not very good. Mr. Benecke asked if the numbers were close to the
numbers in the year 2009, which he thought were, about 88%.

» How satisfied are you with the variety of things related to transportation? Able to
get to the destination, 73 % were satisfied; the comfort of the vehicle, 78% were
satisfied; the vehicle was reliable, 68% were satisfied; in good working condition, 72%
were satisfied; the vehicle was easy to get in and out, 74% were satisfied.
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¢ Inthe past 6 months, did you experience difficulty with the Medicaid Transportation
Services? 26 % said yes; 71% said no; the remaining did not know.

e What type of difficulties have you experienced with Medicaid Transportation
Services? Of those that experience some problems, the reasons given were; 74% said it
did not run on time or there was a long wait; 65% had problems with being able to
schedule 3 days in advance; 55% said they missed their appointment; 27% had difficulty
scheduling.

e There were two related to disability questions; 24% said it was difficuit to use if they
had a disability; 16% specifically said the vehicle did not accommodate specialized
equipment. A question was asked for clarification on the people who answered “yes”.
The ones that answered “yes” are the ones that experienced problems with
transportation. Ms. Hennick asked if the questions were multiple choice questions. Ms.
Smith stated that the responses were compiled from answers in various question
categories.

e In past 6 months, 10% of the respondents said they filed a complaint.

o Of those who filed a complaint, 37% said it is still not resolved; 42% said they
received a response and a correction; 5% said there was no response; 5% said there was
a response with a reason. Respondents were asked if they were satisfied with the
process; 72% were satisfied; 28% were not satisfied. Mr. Benecke stated he didn’t know
if we can make the assumption that they went through the appropriate process to file a
complaint with the appropriate entity to get the results. The question was asked what it
meant by response from the provider. That question will have to be looked at to
determine what type of provider is in question. There were concerns regarding issues
that had not been resolved in the 6 month and if they had not been resolved, who do
they report that too. Another question, how do you get 37%, still not solved and only
28% dissatisfied with the response? Ms. Smith stated those were the ones that actually
got a response.

¢ Compared to 6 months ago, how would you rate the Medicaid Transportation
Services? 45% response was much better; 16% response somewhat better; 32 % about
the same; 2% somewhat worse; 1% much worse, 4% did not know. A question was
asked if this included the conversion of Region 2 and 3. The data set was from year
2012, if they had problems with one of the former brokers that response would be
included in the survey. Mr. Benecke asked Ms. Smith to look at the numbers to find out
if there is a significant difference in the responses for Region1 versus Region 2 and 3,
because Region 2 and 3 had a change in broker.
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VIIl.

IX.

Summary- Key Findings discussed in the previous slides.

® Most users use transportation multiple times

¢ Most indicated high levels of satisfaction

e Over % experienced difficulties

® Over indicated improvement compared to 6 months ago

CAHP Annual Survey- Transportation Questions (Results) 3195 surveyed

* 74%=2376, know that Medicaid providers help with transportation

e 20% = 476, used transportation in the last 6 months

* Most got help when they called LogistiCare; 69% always, 11% usually, and 6 % never
* Most (84%) indicated it met their needs; 71% always, 13% usually, 1% never

Ms. Bedsole asked Ms. Smith to work with Ms. Vaughn and Mr. Benecke on the best
way to get the information that the committee asked for and to include an update for
the TAC prior to posting.

Update on Stakeholder Follow Up Meeting Held on June 24, 2013

Mr. Benecke gave a brief run-down of the meeting. There were not as many attendees
as there were for the previous two meetings. Twenty five people attended; 8
representing transportation providers; 7 representing health care providers; 7 DHHS
employees; 2 representing Brokers; 1 advocate for members. We want to thank all of
those people who have attended the meetings previously and have shared their
thoughts with the agency. That information has been very valuable. Hopefully, in the
next few months you will see some results from your input to the agency.

The Program Monitoring Tools/ Activities

Ms. Bedsole asked with the permission of the committee that they skip discussing the
Program Monitoring Tools/ Activities reports. Those were sent via email prior to the
meeting. Ms. Hennick did mentioned that there have been some improvements in the
on the on-time performance, and that the Broker is also monitoring from a complaint
perspective. Mr. Benecke commented on the issue of provider no-shows. We need to
identify things to work on for improving the no-show percentage.

Ms. Bedsole made a suggestion regarding the Providers No Shows, since it is a critical

piece; make it an agenda item in the September TAC meeting. That way we can get
some input from the Providers and LogistCare.
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Advisory Committee- Current Issues/ Concerns

Mr. Wright complimented Ms. Hennick regarding several issues they are working on to
improve relations with LogistiCare and the Providers. One in particular is the scores on
the provider’s Re-Routes percentages.

Mr. Lesiak stated they were also working with Logisticare on an issue and once it is
resolved they will share that information DHHS.

Ms. Stockman asked Mr. Benecke about the RFP. Mr. Benecke stated that no final
decisions have been made regarding an RFP.

Meeting adjourned at 12:00 p.m.

Next meeting is scheduled for September 26, 2013
1801 Main Street, Columbia, South Carolina, 10:00 a.m.
11™ Floor Conference Room
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