MTM

Reported Metric

Definition

Abandonment Rate (%)

Percentage of Calls Abandonded Prior to Live Response

Issue with MTM Agent

Vehicle Equipped with Advanced Life Support

Agent Issue|
Ambulance - ALS
Ambulance - BLS

Vehicle Equipped with Basic Life Support

Sedan, Van, Taxi

bl

Average Handle Time|

Average Time to Handle Co Call from Live Response to Call End

Average Speed of Answer|

Difference in Time from Caller Entering Queue and Receiving Live Response

Bariatric Stretcher]

Vehicie Equipped to Transport Stretcher for Individuals with Higher Weight Requirements

Bariatric Wheelchair]

Vehicle Equipped to Transport Wheelchair for Individuals with Higher Weight Requirements

Total Number of Calls Presented

Calls F

Cancelled

Cancelled Trip Legs

C Free P

d Complaints Compared to Completed Trips

Completed by Owner Operator|

Completed Trips by Owner Operator (Including Volunteer Driver Trips)

Denials|

Number of Denied Trip Attempts

Driver Issue|

Issue with Driver

Early Amival

Provider Arrived Early

Enroliment]

Eligible Members Enrolled

Hold Time|

Issue with Speed of Answer

Late Pickup

Provider Arnved Late

Lodging (Cost)

Cost of Lodging Reimbursed

Lodging (Nights)

Number of Lodging Nights Reimbursed

Meals (Cost),

Cost of Meals Reimbursed

Meals (Reimbursed),

Number of Meals Reimbursed

No Show|

Trips Where Member Does Not Use Scheduled Service

Members Served|

Unique Members Utilizing Transport

Mileage Reimbursement|

Member Self-Located Suitable Transporation and Received Mileage Reimbursement

Mileage

Issue Related to Mileage Reimbursement Claim / Process

No Vehicle Available or Unsuccessful Trip)

MTM Unable to Locate a Vehicle or Transporation Provider Did Not Armive

Other Complaints|

All Compiaints not Accurately Captured in the Other Listed Categories

Provider No Show|

MTM Unable to Locate a Vehicle or Transportation Provider Did Not Armive

Public Transit

System of Public Transportation inciuding Inter-City Bus (including Para Transit/Deviated Fixed-Route)

Public Transi|

Issue Related to Public Transit

Reservation Scheduled|

All Completed Trip Legs inciuding Cancelled Trip Legs and Member No Show Trip Legs

Safety Concem|

Issue Resuiting from Safety Concern

Same Day Trip Legs

Completed Tnp Legs with less than 24 hour Notice

Scheduling Error|

Issue Resuiting from Scheduling Issue

Standing Order Trip Legs|

Completed Trip Legs Associated with a Recurring Appointment

Stretcher|

Vehicle Equipped to Transport Stretcher

Issue Resuiting from Technical Issue

Technical Issue
Total i C i

Total Number of Substantiated Complaints

Utilization Rate|

Percentage of Services Usage (Completed Trip Legs/Eligible Members Enrolled)

Vehicle Issue

Issue with Vehicle

Wheelchair|

Vehicle Equipped to Transport Wheelchair

Jpdated 9/30/2024




MTM

MEMBERS February March April May June July
Enroliment]Elgble Members Enroled | 1.265.821 1,185,507 1.215.317] 1.164,024] 1.176.087
Distinct M«nbc c«u Unique Members Utiizing Transport i 25,770} 25,000} 25,588 25.244] 23.506;
[Percentage of Services Usa egs/Elgble Members Enroled) | 254%)| 274%) 26.7%) 27.5%) 252%) 26.0%]
RES February March April May June July

Reservations Scheduled| Al Compieted Trp Legs including Canceled Trp Legs and Member No Show T1p Legs

‘Cancelled| Canceled Trp Legs
Member No St Trps Where Member Does Not Use Scheduled Service
Ceniais

[Number of Denied Trp Altempts
Same Day Trip Legs| Completed Trp Legs weh less than 24 hour Notoe
Completed Trp Legs Assocated wih  Recurring

‘Ambulance| Vehice Equipped with Ambulance Support
Bus| System of Public Transportation including Inter-Cy Bus (including Para Transt/Deviated Fixed-Route)
Cab|Sedan, Van, Taxi
Completed By Owner Completed Trips by Owner Operator (Including Volunteer Driver Trps)
Gas [ Sell-Located Sutable Transportation and Recewed Mieage Reimbursement

Vehicle Equipped to Transport Stretcher
Wheelchair| Vehicle Equipped to Transport Wheelchar

Completed Legs| Completed Trp Legs

CALL

Calls Presented| Total Number of Calls Presented
Average Handle Time (seconds)| Average Time fo Handle Complete Cal from Live Response fo Gall End

‘Average Speed of Answer (seconds)| Difference in Time from Caber Entering Queue and Recening Live Response 4 38
Rate (%)| Percentage of Cals Prior fo Live Response 6.20%| 0.74%|
QUALITY February March April May June July

Complant Free Substantiated Complaints Compared to Completed Trps 00.76%) 00 54%] IR 0837 00.52%) B
Abuswe %I&sw& Reloted fo Provider Abusive Behavior o[ o[ 9 1 0 0]
Bus Pass/Fund Issues| s Related to 35585 Or ate Funds 0] 2| 2| 0] 0]
Customer Issues wih MTM Agent z'z‘i 2# 2-9{ 17 27)
Disagree with Resulting from Process Disagreement 3| 15| 7| 12 7|
Discharge Issues|Issue Resulting from Discharge Trp 1 1 0) 1 0|
Dniver| issue with Driver 39 52) 52) 44 72|
Driver Servics/Delivery | Resulting from Service or Delvery 20 32 El 32 0|
Internal MTM Technology Issue /ssue Related fo infemnal Appication Issue 12| 8| 10} 7| 7|
Wiember Facng Technology ﬁlsup Related fo External Apphcation Issue 1 2) 1 4 1
Mieage | Related to Mieage Claim / Process 25| 30| 27| 30| 29|
No [MTM Unable to Locate a Vehicke or Transportation Provider Did Not Arrive. 269 195} 144) 152, 186}
0] [} 0] 31 25|
13] 17 1 1] 19)
2| 0] 2] 3
107| 101] 88] 108]

-—7-| 14} B 9|
778 aﬁ‘l 1|

dated 9/30/2024
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‘Wicocncin Compieted Trip Lege February March Apetl May June July

[Completed Lege. | 21001 324761 a7, 3,

(Adaz 120 1,30
(Azrisng 731,
Samon 2774 2681
B G
Brown 16,870
Bumes 71 €71,
Caluret 57
Chicpeas 1,
G 3
Columbis 2
Crawfors
Cane 34,083}
|§m 3.545]
Door
Ocugaz 1.051)
Cunn 1,771,
Eau Ciare 7.
5683,
1,35
=)
1 1028
13 1,01
%0 20 03
150 1,334] 1,53
73 X 7.07.
433 = Kg a1
7 7, 7533 7,303
851 103
&) EE = 5
e EXLR
8, 8.421) 7852
1980 1861 S
121 1 1
i 3
101,660 900,311 23,
2.1 2215 2170
1 7,300 1
1.851) 1.748) 1
935 3154 3.422]
1,848 1,675 1,81 1
2 2%
55 =
14 14T 3 1.
1 2037} 2
2] 18]
90,051 EX 34
53 7
0351 S,
707
1.153) 1.1, 13
2512 2377
1.182] 1 1
2,563 2474 2451
8.1 S,
613 G
E5
2T
e 351 370
11.220 11,354 (1]
2578
S 1
7. 7467 7.
2008 318 33
Trip Legs
3] Bl 1
1 181 1
& 1
751, é 81
H 7l bl 3




Toml Number of Substantisted Compiain®s Reported by County of Trip Origination

Wicooncin Subctantisted Complainte
County Statictioc
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Outcide of Wicooncin Subctantisted Compiaints

No County or



MTM

Month
February
March
April
May
June
July

Substantiated Complaints N Calls Presented

Substantiated Complaints

776
522
609
563
543
591

Calls Presented

W Leg Trips Completed

104,943
86,258
92,912
87,044
79,059
85,528

Leg Trips Completed

321,901
324,860
324,751
327,993
296,442
311,760



