MTM

Reported Metric

Definition

Ipdated 1/14/2025

Abandonment Rate (%)

Percentage of Calls Abandonded Prior to Live Response

Agent Issue

Issue with MTM Agent

Ambulance - ALS

Vehicle Equipped with Advanced Life Support

Ambulance - BLS

Vehicle Equipped with Basic Life Support

Ambulatory

Sedan, Van, Taxi

Average Handle Time

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

Average Speed of Answer|

Difference in Time from Caller Entering Queue and Receiving Live Response

Bariatric Stretcher

Vehicle Equipped to Transport Stretcher for Individuals with Higher Weight Requirements

Bariatric Wheelchair

Vehicle Equipped to Transport Wheelchair for Individuals with Higher Weight Requirements

Calls Presented

Total Number of Calls Presented

Cancelled

Cancelled Trip Legs

Complaint Free Percentage

Substantiated 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 Arrival

Provider Arrived Early

Enroliment

Eligible Members Enrolled

Hold Time

Issue with Speed of Answer

Late Pickup

Provider Arrived 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

Member 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 Reimbursement

Issue Related to Mileage Reimbursement Claim / Process

No Vehicle Available or Unsuccessful Trip

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

Other Complaints

All Complaints not Accurately Captured in the Other Listed Categories

Provider No Show

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

Public Transit

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

Public Transit

Issue Related to Public Transit

Reservation Scheduled

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

Safety Concern

Issue Resulting from Safety Concern

Same Day Trip Legs

Completed Trip Legs with less than 24 hour Notice

Scheduling Error

Issue Resulting from Scheduling Issue

Standing Order Trip Legs

Completed Trip Legs Associated with a Recurring Appointment

Stretcher

Vehicle Equipped to Transport Stretcher

Technical Issue

Issue Resulting from Technical Issue

Total Substantiated Complaints

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




MTM
February March April May June July August October
[ Enroliment[£/ [ 1,265,821] 1,185,507 1,215,317] 1,194,004] 1,176,097] 1,159,933 1,150,177] 1,149,849] 1,144,951] 1,145,629]
| Distinct Member Count| U t | 25,770| 25,069 25,568 25,244 23,596 24,311] 24,510| 23,924 25,856 24,351
Utilization Rate| P | 25.4%] 27.4%] 26.7%] 27.5%| 25.2%] 26.9%] 27.2%| 25.5%| 28.7%)| 26.2%)|
TION February March April May June July August October
392,403 418,612 418,057 421,159] 383,748 412,057 410,010 381,988 424,842 392,794]
Cancelled 69774 93‘4545{ 93,061 92,843 87,092 100,074 97,370 88,644 95,972 92,963
Member No Show 7,719 8,448 8,131 8,365 7‘55{ 8,131 8,028 7311 8,359 7,722
Denials 4,702 6,165 5,083 5,503 5,848] 5,840 6,523 6,723 3,319 4,004
Same Day Trip Legs| 49,723 36,410 38,356 37,532 33,083 34,661 34,047 31,166 36,150 31338
Standing Order Trip Legs 72,434 171,982 230,694] 234,432] 213‘4345{ 221,336 221,925 207,192 227,120 212,624,
Completed Legs| 321,901 324,860 324,751 327,993 296,442 311,760) 312,343 293,069 328,607] 299,641
Lodging (Cos $30,764.95]  $23,130.26]  $27,965.25]  $21,868.38]  $40,363.22]  $14,694.90]  $27,041.42]  $18,638.46] $7,148.02
Lodging (Nights) 251 288 234 163 518 220 279 260 24
Meals (Cost $12,605.70|  $16,680.47|  $18,366.08|  $18,310.88]  $13,653.77|  $19,743.56]  $15,848.67|  $27,496.19]  $15895.48
Veals 1,210) 1,676| 1,840) 1,834] 1,366) 1,975| 1,886 2751 1,622]
TRANSPORT MODE February March April May June July August October
Ambulance] 1,080) 1,016] 1,105] 1,147] 1,043] 1,195] 1‘@‘ 1,075] 983 843
Bus 13,848 13,140 12,021 11,379 9,733 10,106, 10,885 8,493 9,576, &zﬁ{
Cab) 197,649 198,648 199,546 201,267] 182,390 191,650 192,081 182,847 208 Sﬁ‘ 191,574
Completed By Owner Operator 6,273 6,606 6,973 7,288 7,550 8,068 8,553 7,110 6,685 6,296
Gas n and R 96,071 98,426 97,514 98,977 88,633 93,189 91,854 86,322 94,200 {
Stretcher] 666 735| 842 830 650 696 822 787 899
Wheelchair 6,314 6,289 6,750 7,105 6,443 6,856 6,988 6,435 7,618
Completed Legs|C 321,901 324,860 324,751 327,993 296,442] 311,760) 312,343 293,069 328,607]
CALL STATISTICS February March April May June July August October
Calls Presented 104,943 86,258 92912 87,044 79,059 85,528 83,349 79,854 85,443 75,579
Average Handle Time (seconds) 394, 396, 376 357, 361 360 353 350 346 408
Average Speed of Answer (seconds) 6 38| 30| 27| 30| 2| 31 2| 28| 9|
Rate (%) 6.20% 0.74% 1.62% 1.99% 1.96% 2.34% 2.38% 3.09% 371% 5.15%
QUALITY MANAGEMENT February March April May June July August October
Complaint Free Percentage[ S 99.76% 99.84% 99.81% 99.83% 99.82% 99.81% 99.82% 99.80% 99.82% 99.83%
‘Abusive Behavior v 0 0 0 1 0 0 0 0 0 0
Bus Pass/Fund Issues e Funds 0| 4 2| 2| 0 0 0 0 1 0|
Customer Senvice|/s 2| 19 2| 2| 17 27| 30| 2| 19 15
Disagree with 5 5 15 7 12 7 8 3 3 3
Discharge Issues 1 3 1 0 1 0 0 1 1 1
Driver 39| 51 52| 52| 24 72| 54] 38| 63| 3
Driver Service/Delivery Issues|/s 20 25] 32 34 22| 30 3] 38 35 37
Internal MTM Technology Issue 12 8 8 10 7 7 3 7 11 9
Member Facing Technology Issue 1 2 2 1 4 1 2 6 3 0
Mileage Reimbursement Issues 25 2| 30| 27| 30| 2| 14 21 16 12
No Show| 269 166 195] 144 152 166 154 185] 205] 158
Other| 0 0 0 0 31 25 30| 20| 10 18
Provider Service Behavior 13 21 17 16 11 19 17 20| 2| 2|
Safety 2 4 2 0 2 3 3 6 4 2
9| 75| 107| 101 88| 108| 9| 108| 102] 106|
Trip Accuracy/Disagreement] 50) 37| 39) 35| 31 22| 35| 38| 29| 17|
Turn Back Issues| 209 69| 77] 90| 62| 66| 68| 68| 56| 50|
Vehicle|/s 9 7 7 14 9 9 5 11 6 6
Total Complaints 776 522 609 563 543 591 562 502 587 503

ated 1/14/2025



MTM

Wisconsin Completed Trip Legs February March April May June July August September __ October November

[Completed Legs I 321,901] 324,860] 324,751]

327,993 296,442]

311,760] 312,343] 293,069] 328,607] 299,641

County Statistics
Total Number of Completed Trip Legs by County of Trip Origination
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MTM

May June July August September __October November

April

March

February

Wisconsin

587]

£

591]

543]

]

522]

776]

County Statistics
Total Number of

Complaints Reported by County of Trip Origination

121181011210@4124416052030161@0600053440@400110220270@2210380 ENEENNEEEEE
I

R RN R R RN RN EE RN RSN RN RO EEH
2

NNEEEEENEEEERNEN RSN EENNEEEEEENEENE AN RN RN EENEENENEEENNNENE
I3

2232@1102071@4305315032001252%0530151230H2019301100_m2ﬁ0271530 22@”1%4171“
5

0143H0002252@1444026113011152%0@31159420®ﬂ”4m700132@0802@4260 HEENEEENEEE

S E NN EEE RN R R EEE N EEEEEEEN N EE R EEREERS

NN REEEEN RN RN R RN E RN EEEE RN R R RN RN EE ERE

DNEEAEEEEEENAEENNEEENELNEE RSN EE RS RN RN R REE N EHEE N G R e EE RN B R

B MENE = ~ g HN BB N BRENERE

2100@0002356@3332005200410141@3400354490@3263400050@143541301 HEERNEEEEGEE

ENNEENEEENEREEEEEELNEEEENEEE S EEEEEEEEEE NN EE R NE N E R G AR R el Ear e

SR SEEE < ) < MEERNEEN ENERREEEREE PP EEE

§

T

E

K

°

=

&

§ e ° o < o |3

o |3 2 glo g 2 2 x cl§|elq|e 3

PIEREE o |58z K] AEHREEEE I REHEE R HE] o ° 2|8 HEEHAEEERE

2|Blc|Z|c|el(2]8] _|BlE] |of |B] |8|2I8]= S12z1%(5(8|8|8|<|8|2|5|8|E|3|8|e|s|8lS| o] |3 |2|5 O| |8|5|2|-|8|s| |5|2|5]|8|8|5|8|<|3

ElS|8(2/51512|515x(5|5| 2|25 2122|522 8 8| o| | 2|&| 8| 8| 8|5 |2 e S |2 (B IE 2 8 2| 2|5l 5| 517 5l 8|« |18 |5 2 s 2 2| 51 5| 818] E| €| |2 2 2 |5 |5 8| E[B|S

ahmayummmmmmaooouabmmmmmwmmﬂwewadwmmmmm 2|2|8|813151812|515]21818|8 2512 |8 |2 215|218 |2 5| 8|8 2|2 2|5 S e

22|d|d|s|a|a|5[S5[0]S|5|8|8 |88 8] 2|2 |2|6[5|6]5] 25|83 (<2 S|SIS(S Z|z|o[olololdfala|e|d|e|z|e||d|d s b b =25 2 Z 222222

Outside of Wisconsin

o

o

7

[Winois

[Minnesota

[Other

ed 11412025



MTM
Substanti ated Complaints B calls Presented B Leg Trips Completed

Month Substantiated Complaints  Calls Presented Leg Trips Completed

February 776 104,943 321,901
March 522 86,258 324,860
April 609 92,912 324,751
May 563 87,044 327,993
June 543 79,059 296,442
July 591 85,528 311,760
August 562 83,349 312,343
September 592 79,854 293,069
October 587 85,443 328,607
November 503 75,579 299,641

Updated 1/14/2025



