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South Carolina Department of Health and Human Services
Transportation Advisory Committee

Quarterly Meeting Agenda
September 26, 2013 - 10:00 am
1801 Main Street, Columbia SC — 11® Floor Conference Room

I.  Welcome and Introductions
Il Purpose of Transportation Advisory Committee (TAC)
II.  Meeting Minutes Approval — June 27
IV.  Transportation Provider Survey — Review Top 10 Recommendations
V. Transportation Provider Performance Reports — Sub Committee Update
VL. Member Survey - Update

VII.  Regional Advisory Committee Updates
a. Provider No-Shows
b. Member No-Shows

VIIL.  Stakeholder Input — Procurement Update

IX.  Program Monitoring Tools / Activities
a. Transportation Broker Performance Reports (April — June 201 3) — Trips,
Denials, and Complaints By Region (SFY 2013, SFY 2012)
b. Transportation Provider Performance Reports
c. Transportation Broker Accounts Payable Aging Report
d. DHHS Internal Complaint Tracking
e. Report Of Injuries / Incidents
f. Report Of Meetings
g. Program Review and Field Observation Site Visits

X.  Advisory Committee — Current Issues/Concerns

Next Meeting — Thursday, December 12, 2013 at 10:00am, 1801 Main Street, Columbia, SC

Office of Hospital, Durable Medical Equipment, Transportation and Deantal
P.O. Box 8206 * Columbia, South Carolina 29202-8206
(803) 898-2665 + Fax (803) 898-8351



South Carolina Department of Health and Human Services

Broker Performance Report - Region 1 - Logisticare

* Includes calls for Regions 1-3.

Source: Logisticare Monthly Report

Fis Name: Logisticare SFY13 Q4 Region 1 - Performance Report With Annual Totals

April May June SFY SFY
Transportation Metrics Performance 2013 2013 2013 2013 2013
_Goal Final Final Final Q4 Totals Totals
Unduplicated Beneficiaries 6,808 6,685 6,563 19,871
Total trips provided by type of transportation _42,096 42,8022 39,367 124,285 489,620
»__Non-Emergency Ambulatory Sedan/Van Trips 29,826 30,226 27,320 87,372 352,567
= _Wheelchalr Trips 5,234 5,610] 4,874 15,718 61,551
+ _Stretcher Trips 705 626 645 1,976 7,595
*_Individual Transportation Gas Trip 5,842 5,912 6,095 17,849 63,620
= __Non-Emergency Ambulance ALS 3 13 17 33 68
-__Non-Emergency Ambulance BLS 53| 57| 38 148 574
+__Public Transportation Bus Trip 433 378 378| 1,189 3,645
Total Over Night Trips Arranged 24 15 24] 63, 262
Total Extra P g 5378 4,953 4,906 15,237 69,118
|+ Number of Pickups On Time (A Leg) 17416 17,700 15,934 51,050 193,837
»_Number of Deliveries On Time (A Leg) 16,451 16,330 15,095 47,876 187,634
+Number of Trips Within Ride Time (All Trips) 41,188 39,947 37,669 118,804 470,659
+__Percent of Pickups On Time (A Leg) >= 80% 86.60% 86.50% 86.80% 86.63% 83.53%
+ _Percent of Deliveries On Time (A Leg) >=95% 82.10% 83.40% 82.40% 82.63% 81.20%
»_ Percent of Trips Within Ride Time (All Trips) >=99% 89.70% 90.80% 99.80% 99.77% 99.57%
Actual number of calls * 98,657 96,774 89,350 284,781 1,182,943
+__Average phone calls daily 4,484 4,399 4,468 4,450 4,583
+_Average Answer Speed < 1:00 00:34 00:33, 00:41 00:36) 00:52
»_ Average Talk Time 03:07 03:01 02:57 03:02) 03:07
» _Average Time On Hold <= 3:00 01:26 01:25 01:29 01:27 01:32
*__Average time on hold before abandonment <1:30 00:46 00:49 00:54/ 00:50 01:02]
«_Average number of calls abandoned daily 102 112 131 115 182,
+_Percentage of calls abandoned daily <5.0% 2.27% 2.55% 2.93% 2.58% 3.98%
Total number of complaints by type 831 692 727 2,250 6,762
+ _Provider No-Show 96 66 46 208 762
+__Timeliness 335 358 343 1,036 2,678
= Other Stakeholders 341 216 304, 861 2,785
= Call Center Operations 25| 14, 7 46 182
* _Driver Behavior 16 15 11 42 136
»_ Provider Service Quality 10} 7, 6 23 64
*_Miscellaneous [ 7 7 20 82,
* Rider Injury / Incident 2 9 3 14 73
« _Provider No-Shows as percentage of fotal trips <= 0.25% 0.23%) 0.15% 0.12%) 0.17% 0.16%
+_Complaints as percentage of total trips 1.97% 1.62% 1.85% 1.81% 1.38%
Total number of denials by type 1,135 1,123 1,038 3,296 11,248
»_Non-Urgent / Under Days of Notice 199 178 175 552 2,067
»_Non-Covered Service 177 186 168 631 1,977
= _Ineligible For Transport 37| 43 47 127 661
= _Unable to Confirm Medical Appointment w/ Provider 37 57 50 144 457
« Does Not Meet Transportation Protocols 4 3 1 8 19
« Incomplete Information 613 561 521 1,695 4,986
+ Needs Emergency Services 2 3 3 8 21
> Beneficiary Has Medicare Part B or Other Coverage 86 92 73| 231 1,060
» Denials as percentage of total trips 2.70%| 2.62% 2.64%| 2.65% 2.30%

Author: Mlke Benecke
9/10/2013 11:18 AM



South Carolina Department of Heaith and Human Services

Broker Performance Report - Region 2 - Logisticare

April May June SFY SFY
Transportation Metrics Performance 2013 2013 2013 2013 2013
Goal Final Final Final Q4 Totals Totals
Unduplicated Beneficiaries 10,101 9,964/ 9,832 29,051
Total trips provided by type of transportation 62,664 64,209 57,355 184,228 719,734
+__Non-Emergency Ambulatory Sedan/Van Trips 48,202 48,765 43.399| 140,366 555,771
* _Wheelchair Trips 7,929 8,324 7.578 23,831 91,675
«_Strefcher Trips 1,233 1,314 1,127 3,674 14,346
»__Individual Transportation Gas Trip 5,131 5,571 5,126 15,828 56,420
«__Non-Emergency Ambulance ALS 13 13 3 29 76
= __Non-Emergency Ambulance BLS 45 62 48 165 841
= _Public Transporiation Bus Trip 111 160, 74 345 805
Total Over Night Trips Arranged 30 18 21 69 321
Total Extra Pas: 6,638 6,524 6,838 20,000, 85.238!
»Number of Pickups On Time (A Leg) 26,039 26,710 24,022 76,771 285,838
¢ Number of Deliveries On Time (A Leg) 24,643 25,035 22,683 72,361 271,317
* _Number of Trips Within Ride Time (All Trips) 61,574, 61,732 56,906 180,212 704,069
= _Percent of Pickups On Time (A Leg) >= 90% 85.20% 87.30% 85.10%. 85.87% 81.57%
» _Percent of Deliveries On Time (A Leg) >=95% 80.90% 82.10% 80.70% 81.23% 77.40%
- Percent of Trips Within Ride Time (All Trips) >=99% 99.70% 99.70% 99.60% 99.67% 99.38%
Actual number of calls *
s Average phone calis 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 743 663, 730, 2,136/ 8,040
+_Provider No-Show 142] 91 86 319 1,246
+ _Timeliness 389 372 420 1,181 3,574
*__Other Stakeholders 152 150 180, _482 2474
* _Call Center Operations 15 10 5 30 141
* _Driver Behavior 2 0 0 2 43
»__Provider Service Quality 8 2 4 14 52
* _Miscellaneous 31 33| 27 91 413
*_Rider Injury / Incident 4 5 8 17| 97|
« _Provider No-Shows as percentage of total trips <= 0.25% 0.23% 0.14% 0.15% 0.17% 0.17%
* Complaints  as percentage of total trips 1,19% 1.03% 1.27% 1.16%, 1.12%
Total number of denials by type 1,918 1,943 1,732 5,593 19,230
*_Non-Urgent / Under Days of Notice 305 349| 254 908 3,201
*_Non-Covered Service 295 276 273 844 3,374
+_Ineligible For Transport 54 72 55 181 1,124
* _Unable to Confirm Medical Appointment w/ Provider 72 107 108 287| 827
= _Does Not Meet Transportation Protocols 1 1 6 8 20
*_Incomplete Information 901 870 807 2,578 7,585
* Needs Emergency Services 6 3 2 11 36|
= _Beneficiary Has Medicare Part B or Other Coverage 284/ 265| 227 776 2,973
»_Denials as percentage of total frips 3.06%, 3.03%| 3.02% 3.04% 2.67%

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

Source: Logisticare Monthly Report

File Name: Logisticare SFY13 Q4 Region 2 - Performance Report With Annual Totals

Author: Mike Benecke
9/10/2013 11:40 AM



South Carolina Department of Health and Human Services

Broker Performance Report - Region 3 - Logisticare

* Call center data for Region 2 s included on the Region 1 report.

Source: Logisticare Monthly Report

File Name: Logisticare SFY13 Q4 Region 3 - Performance Report With Annual Totals

April May June SFY SFY
Transportation Metrics Performance 2013 2013 2013 2013 2013
Goal Final Final Final Q4 Totals Totals
Unduplicated Beneficiaries 9,715/ 9,665 9,302 28,718
Total trips provided by type of transportation 57,196 58,014/ 52,958 188,168 676,908
+__Non-Emergency Ambulatory Sedan/Van Trips 44,616 45,256 40,840 130,712 532,781
» _Wheelchair Trips 7,009 7.,160] 8,707 20,966 84,998
*_Stretcher Trips 1,129 1,068 1,135 3,332 12,865
+ Individual Transportation Gas Trip 3,832 3,989 3,838 11,659 41,101
»_Non-Emergency Ambulance ALS 11 13 10] 34 156
»_Non-Emergency Ambulance BLS 41 31 35 107, 355
»__Public Transportation Bus Trip 468 497 393 1,358 4,652
Total Over Night Trips Arranged 40 34 33 107, 418
Total Extra Passengers 6,541 6,303 6.43§I 19,279 80,785
= __Number of Pickups On Time (A Leg) 22,815 22973 21 .ﬁl 66,921 262,973
» __Number of Deliveries On Time (A Leg) 21,912 22,153 20,163 84,228 249,475
»__Number of Trips Within Ride Time (Al Trips) 57,152 58,036 52,970 168,158 677,973
- Percent of Pickups On Time (A Leg) >=90% 80.50% 80.10% 80.80% 80.47% 77.91%
+__Percent of Deliveries On Time (A Leg) >=95% 77.50% 77.20% 77.30% 77.33% 74.05%
* _Percent of Trips Within Ride Time (All Trips) >z 99% 99.70% 99.70% 99.60% 99.67% 99.43%
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 766 723 627 2,116/ 6,302,
» _Provider No-Show 152 123 85| 360, 1,108
* _Timeliness 469 455 380 1,304 3.152
* _Other Stakeholders 64 71 95 230 1,257]
«__Call Center Operations 27 12 6 45 121
* _Driver Behavior 2 1 5 8 41
- Provider Service Quality 5 3 2 10 41
»_Miscellaneous 43 50| 46 139 496
»__Rider Injury / Incident 4 8 8 20 86
+ _Provider No-Shows as percentage of total trips <= 0.25% 0.27%, 0.21% 0.16% 0.21% 0.16%
+  Complaints as percentage of tofal trips 1.34% 1.25% 1.18% 1.26% 0.93%
Total number of deniais by type 2,244, _2,307 2,001 6,552 22,415
* Non-Urgent / Under Days of Notice 312 347 308 967 3,538,
* Non-Covered Service 294 268 253 815 3,034
» Ineligible For Transport 89 65 65 219 979
*_Unable to Confirm Medical Appointment w/ Provider 100 100 76 276 858
*_Does Not Meet Transportation Protocols 12 7 5 24 86|
* _Incomplete Information 961 1,015 839 2,815 8,414
« Needs Emergency Services 15 8 1 24 58
> _Beneficiary Has Medicare Part B or Other Coverage 461 497 454 1,412 5,448
L+ _Denials as percentage of total trips 3.92% 3.98% 3.78% 3.90% 3.31%

Author: Mike Benecke
8/10/2013 11:52 AM
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Transportation Advisory Committee
Meeting Minutes
September 26, 2013

Committee members in attendance: Coretta Bedsole, Doug Wright, Jim Spearman

Committee members via telephone: Lydia Hennick, Gloria Prevost, Crystal Hart
Scott Lesiak

Others in attendance: Denise Rivers, Krista Martin, Dayna Holford, Jill Holt, Lisa
Firmender

DHHS staff: Michael Benecke, Martha Mitchell, Audrey Williams

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

il Purpose of the Transportation Advisory Committee (TAC)
The purpose of the TAC meetings is to meet quarterly to review performance
reports and to make recommendations to resolve issues or complaints.

i, Meeting Minutes Approval
The committee approved the meeting minutes for June 27, 2013.

iv. Transportation Provider Survey - Review Top 10 Recommendations

Michael Benecke gave an update of the top recommendations. Four TAC
members sent in their top ten recommendations. DHHS received 49
recommendations that were consolidated to form the top ten. The first
recommendation on the top-ten list was “DHHS should really listen and follow
through on patient and provider complaints and hold the Broker accountable for
deficiencies”. It was noted that the recommendation was very high level and that
it would be helpful to develop more specific actionable tasks that could be
implemented and tracked for progress.

The TAC discussed how complaints are handled and if all complaints recsived
through the Broker or DHHS were followed up on and if the person that
registered the complaint is notified. The person registering a complaint is notified
by either DHHS and or the Broker. The TAC committee gets a summary of
complaints in their quarterly reports.

Office of Health Services
P.O. Box 8206 * Columbia, South Carolina 29202-8206
(803) 898-2660 - Fax (603) 255-8342



Mr. Benecke suggested an actionable task that may address the
recommendation for DHHS to really listen and follow through on patient and
provider complaints would be to develop a formal grievance process at DHHS.
The TAC committee agreed to support DHHS effort to set-up a formalized
grievance process.

Coretta Bedsole asked the TAC members to review the top 12 recommendations
and send detailed suggestions to Mr. Benecke by close of business, Friday,
October 18™.

The TAC committee also discussed the recommendation for consumer choice.
Krista Martin explained that the Broker does honor the member's request for a
particular transportation provider, however it is not guarantee. Mr. Benecke
wanted to further discuss consumer choice because of the conflicting
understanding of consumer choice by committee members. One comment was to
remove it from the list because the consumer can already request a provider and
the other comment was consumers may have a choice, but the Broker does not
honor the request. Mr. Benecke said consumer's choice is important. If a
consumer or client requests a specific provider and there are no issues with that
driver or company LogistiCare will generally honor the consumers or client
request, again it is not guaranteed all the time.

There were comments made concerning why consumers are not guaranteed the
requested provider. Using the lowest cost provider was mentioned as a possible
reason for the member not to get the provider requested. Transportation provider
performance is also a factor in trip assignment. Krista Martin stated that it is the
goal of the Broker to make sure every consumer gets top performing
transportation providers.

The committee also discussed the possibility that communication and the lack of
training may be contributing to some of the issues. Coretta Bedsole stated based
on some of the discussion, that information may or may not be shared with the
transportation provider's staff and that sounds like a communication problem.
The committee discussed the possibility of developing a communication
mechanism such as a webinar that could be made available to a wider audience
including drivers. At a recent broker regional advisory committee meeting held in
Charleston, there was also discussion about healthcare providers not
understanding all the requirements and the NEMT program. Several
recommendations were discussed including:

o Creating printed material in notebook for each of the facilities that can be
used for reference.

o Conduct webinars and put information on a website so anyone can
access the training 24/ 7.

The availability of the web based training may also be helpful for drivers. The
TAC agreed to support the training as discussed.

Doug Wright with Senior Solution has a driver video produced by his company
that he will send to Mr. Benecke for review and possible use as a starting point
for the development of a South Carolina specific NEMT driver training video. Mr.
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Benecke asked committee members to send him any other related training
videos. DHHS has a training department that may be able to assist in developing
some training resources.

Transportation Provider Performance Reports- Sub Committee Update
Krista Martin distributed a draft of the new transportation provider performance
report. The new report is intended to be easily understood without explanation.
The committee reviewed the report and determined it would be beneficial to have
a footer added the report and to eliminate the column “Provider Cancellation
Percentage”. The next quarterly reports will be submitted in the new format.

Member Survey Update

There was no new information to share about the member survey. The survey
results will be posted to the DHHS website when available. Coretta Bedsole
requested on behalf of the TAC members, that DHHS create a web page on the
DHHS website specifically for the TAC. Mr. Benecke will initiate the request.

Regional Advisory Committee Updates
a. Provider No-Shows
b. Member No- shows

At the request of DHHS, the LogistiCare regional advisory committees for each
region are focusing on issues to work on that are impacting the program. The
provider no-shows and member no-shows are issues that continue to negatively
impact the efficiency of the program and are possibly causing members to miss
their health care appointments.

Lydia Hennick provided an overview of the transportation provider no-shows and
the member no-shows. The transportation providers that have made marked
improvements in achieving the performance standards shared best practices at
the meetings. To help address member no-shows, LogistiCare is planning to
implement an outreach program to facilities where members are constantly no-
shows. The Broker is tracking member no-shows and working on a way to
automate the creation of a complaint based on the no-shows. Mr. Benecke asked
that LogistiCare present the recommendations and best practices for addressing
the no-shows at the next TAC meeting.

Based on the information available, about 3.5 percent of all trips end up as
member no-shows. Mr. Benecke stated that DHHS is working to assist with
outreach and education. The real concern is we don’'t know if members are
getting health care services if they no-show for transportation.

Stakeholder Input-Procurement Update

No update.

A question was asked regarding the current contract end dates. In Region 1, it is
a three year contract with two one year options with option years beginning in



IX.

May of 2014. For Regions 2 and 3, the contract is an emergency procurement
with the contract end date in May 2014.

Program Monitoring Tools/ Activities
The TAC members were asked to review the reports for question or concerns.

Advisory Committee- Current issues/ Concerns
Doug Wright asked Krista to walk through a typical complaint for a “Where is my
ride” call.

o If the Broker is aware of a failed service they are required to enter a
complaint.

o On-time complaints are entered, if for example the A-leg pick-up time is 10:00
(the drivers have 30 minutes before and 30 minutes after pick-up time) and
the client is a picked 10:35. It is considered a complaint because it did not
meet the contractual requirement.

¢  When a client wants to enter a complaint.

The committee discussed repeat re-routes as an issue that the providers feel
needs to be resolved. The providers are being penalized for re-routing trips they
are not able to take. It was recommended by Mr. Benecke that the providers and
the Broker work together to document what the specific issues are and potential
solutions to those issues and present them to the group in the next TAC mesting.
Doug Wright, Krista Martin and Scott Lesiak were appointed to a sub-committee
to document issues and possible solutions regarding repeat re-routes.

The committee discussed emergency room discharges for people that use self-
administered oxygen. This is a problem when a person is transported by EMS
to the emergency room for treatment and they did not take their portable oxygen
tank. When they are discharged they are prescribed to have self-administered
oxygen and they don't have it with them. Self-administered oxygen is a Durable
Medical Equipment (DME) item and the manual needs to be changed to allow
payment for the temporary oxygen to be given to a member leaving the
emergency room. According to the current policy and the provider manual, DHHS
will pay for the portable oxygen supply to go to a facility, but not from a facility.
DHHS is in the process of working on the policy change and the corresponding
bulletin to have “from a facility” added to the manual. The policy change will
ensure there are no issues with dispatching the trip at the appropriate level of
service.

Meeting adjourned at 12:00 pm

Next meeting is scheduled for December 12, 2013

1801 Main Street, Columbia, South Carolina, 10:00 a.m.
11" Floor Conference Room



