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Reported Metric

Abandonment Rate { %

Agent Esue

Ambulance - ALS| |

Ambulance - BLS| L

Ambulatony -

Ayerage Handle Time| 4

Average Speed of Answer| C

Bariatric Stretcher|

BaristricW heelchair| |

Cak Presented

Canocelled) «

Complaint Free Percentage| -

Completed by Owner Operator| Cc

Drenisks| A

Driver ksue|/

Early Arrival
Ervcliment| £

Held Time|

Late Pidiup

Lodging [Cost!
Lodging { Mights )|

Meak {Cost

Mesk {Reimbuwsed)

Member Mo Show| T

IMembess Served| L

Mileage Reimbursement| |

Mileage Reimbursement|

Mo Vehicle Available or Unsuooessful Trip| f

Provider No Show| |

Fublic Transit| -

Public Transit

Reservation Scheduled) 2

Safety Concemn

Same Day Trip Legs|C

Scheduling Emor| f

Standing Crder Trip Legs|C

Stretchey|

Technical bsus|

Total Substantisted Complaints

Utilization Rate|

Vehicle ksue|/

Wheelchsir| |




MEMEERS April
Efigitde: Members Envoli=d 1.215,317]
Distinct Member Count] Linigus Members Utifizing Tranzport 255&8

Utilization Rate| Perceniage of Services Uisage (Compieied Tip Lega/Eligible Members Enrofied)

RESERVATION April
R All Completed Trp Legs including Cancalled Trip Legs and Mamber No Show Trip Lega 418,057|
Cancelled} Cancelfed Trp Legs 83,081
Member No Show! Tripz Whare Member Dosz Not Uze Scheduled Senice 8,131
Denials] Number af Denied Trp Affempiz 5,083
Same Day Trip Legs| Compisted Trip Lega with leaz than 24 hour Nofice 38,358
Standing Order Trip Legs| Compiated Trip Legs Associated with a Recuming Appoiniment 230,804
Completed Legs| Compisted Trp Lega 324,751
Lodging {Cast)] Cost of Lodging Reimbursed $7.855.02
Lodging (Nights)! Number of Lodging Mights Reimbursed 23
Meals (Cost)| Cost of Meais Reimburzsed 512.830.54
Meals (Reimbursed)) Number of Meals Reimbursed 3.137]

TRANSPORT MODE April
Ambulance| Vehicle Equipped with Amiwidsncs Support 1.105)
Bus} Syztem of Public Transporation including Inter-Gity Bus (nciuding Para TeneiDeviated Fxed-Roufs) 12,021
Cab{Sedan, Van, Tax 100,548
‘Completed By Owner Operator] Complefed Trips by Owner Operafor (Including Voluntesr Drver Trps) 8,873
Gas Reimbursement| Member Seif-l ocafed Suifable Transporfation and Received Mileage Reimburzement 67,514
Stretoher] Veticle Equipped fo Tranzport Sirefoher 842
Wheelchair] Vericle Equipped fo Transport Wheslchar B.750)
Ci Legs| G lefed Trip Legs 324,751

CALL STATISTICS April
Calls Presented| Tofa! Mumber of Calls Presented 62912
Average Handle Time (seconds)i Average Time fo Handle Complefe Cal from Live Regponas fo Call End a7
Average Speed of Answer (saconds)| Differ=ncs in Time from Cafler Entening Guewe and Recsihang Live Responae 30|
Abandonment Rate {%)| Percemiage of Callz Abandonded Prior to Live Responze l.ﬁﬁ'

QUALITY MANAGEMENT April
C int Fras P ge| Subsiantiated Complaints Compared fo Complated Tnps 00.81%,
Abusive Behaviorf izoures Related to Provider Abuaive Behavior 0|
Bus Pass/Fund Issues|izcues Related to Bus Fasses or Inadequals Fundz 2
Customer Service| lecues with MTM Agent 23
Disagree with p lesue Resulting from Process Disagreement 15
Discharge Issues| Izzue Resulting from Dizcharge Trip 1
Driver| {zeue with Driver 52|
Driver Service/Delivery Issues|lzcue Resulfing from Senvice or Defivery 32|
Internal MTM y Issue fozus Relsted to infemal Appdcafion {oous 8|
Member Facing Technology Issue| lzcue Relafed to Extermnal Applicafion losue 2
Mileage Reimbursement Issues! izzue Related fo Mileage Reimburcement Claim / Process 30|
No Show] MTM Unable fo Locafe a Vieficle or Tansportation Provider Did Not Armive 185
Provider Service Behavior) izeue Reizted o Sarvice Prowvider Behavior 17|
Safety|{zeue Relsted to Member Safely 2
Timeliness| lseve Relafed fo Service Timelness 107)
Trip Accuracy/Disagreement| (zzue Related fo Trp Schedufing ag)
Turm Back 1 i refated to Trip Tumback by Provider 77|
Vehicle| Izeue with Wehicie 7|
Total Substantisted Complaints| Tofa! Number of Substantizted Complaints ‘609




Wizgoncin Completed Trip Logs April

[e Legs | 524781
County 2tatiction
Tots Number of Trin Legs by County of Trp Ongination
Adams 1.21E]
Ashiiand 5T
Eamon 3774
Exffieid 47|
Erown 158
Esfan 40|
B 71
Cai=st 3
Chippews: 1,533
Can ]
Colrmbia EES
Crawfond El
Dans 35,735
Dodge EFEE)
Doar £
Dougias TAST
Dumn 1731
Esu Caaire ]
Flomenoe 10
Fond Du Lac SEIE]
Forest FE)
Grant 1.457)
Green TEE]
Green Lake BE
lowz2 Erpd
Tron E1
Jacizan 70|
Jeffersan 2355
Juneau 1571
Fencsna T.TIE)
¥ewaunas BE
L= Cromse 7775
Latuyete 54
Largaoe 1064
Lncon T
aritowne =
Warathon B
Marratie [
Marquese =
508
isautes 103215
Monroe 2,11
Conio T.377]
Creida 1758
Cutagamie B,BE3
Ozauses 1,810}
Pepin e
Fieme 542
Foik 1425
Fortage 20EE
Frice 533
Racine ER
Richiand 5
Rock 5,807
Fuzk R
Saint Croix 1.123]
Eauk 233
Sy 1288
Enswranc 2474
Ervshaygan 55T
Tayier 53
T X
Wsmon e
Wilas 505
Wanortn 2805
Wasmbum 2ET]
Washington EHE
Waunesna [E=
Waunacs 2,400
Waushara 1.045)
Wirretago T
Wood £ 172]
Culsige of c Trip Legs.
iingi ES
lowz [
Michigan
Mnnescia BE
Cinar
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MTM

324,751

i

April

m Substantiate d Complaints ® Calls Presented WlegTrips Completed

Month Substantiated Complaints |Calls Presented |Leg Trips Completed

April 609 92,912 324,751




