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Today’s Agenda

Introduce LogistiCare

Broker Model

Program Overview

Overview of Contracting Process

Trip Distribution/Billing Web Portal Overview

Safety Program

Question and Answer period



Copyright © 2018 LogistiCare® Solutions LLC - Confidential & Proprietary

LogistiCare By The Numbers
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24 million members

Nearly 67 million trips

Responded to 30 million calls

238 contracts (State & MCO)

$1.3 billion in revenue

For last 5 consecutive years

Only NEMT organization 
accredited in all operation 
centers and offices

Partnering organization
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Business Model Overview
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Broker Duties

Operate a Call Center and take trip requests from clients, their families  and/or their 
healthcare providers

Assess their need for transportation

Authorize/prior authorize transportation to a covered service

Determine the level of service based on the client’s health care needs

Contract with a network of transportation providers and monitor their compliance with 
driver, vehicle, licensing and insurance requirements

Schedule and assign trips to transportation provider

Makes payments to the transportation provider promptly upon receipt of a properly 
completed and verified trip invoices in accordance with the contract between LogistiCare
and the transportation provider and monitor their performance quality

Coordinate and communicate with clients and other agencies

Assign the trip to the most appropriate and least costly transportation provider available 
consistent with the needs of the participant
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LogistiCare Contact Information
Hours of Operations:

Reservations are accepted Monday through Friday 8:00 am to 8:00 pm ET 
with the exception of national holidays

Urgent/same day and/or hospital discharges are accepted 24/7/365

Ride Assistance accepted 24/7/365

Member Reservations/Ride Assist:              

(844)-772-6632

Hearing Impaired:

(866)-288-3133

Facilities Line:

(844)-788-9333

Call Center/Operations Center:

127 Washington Avenue

North Haven, CT 06473

Toll Free Provider Line Information:

Provider Line:(844)-788-9332

Provider Fax: (855)-864-0973

Local Indiana Office:

9245 N. Meridian Street, Suite 210

Indianapolis, IN 46260
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What is covered?

Transportation to a covered service provided by a network enrolled 
medical provider. 

However there are exceptions including: 

• Transportation initiated by dialing 911

• Transportation for educational purposes, with exceptions

• Vocational training with exceptions

• Transportation to attend amusement parks, sporting events, and other

social functions

• Exceeding established geographical proximity limitations.
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Examples of covered transportation
1. A discharge from the hospital 

2.       Transport to a physician to receive a medically covered service

3. Transport for a medical treatment like dialysis 

4. Transportation for Waivered Services included in the treatment plan
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What Levels of Service are covered?

1. Mass Transit

2. Ambulatory
• Common Vehicle

• Taxi

3. Mileage Reimbursement

4. Wheelchair-Specialized Medical Vehicles
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What is urgent care?
1. It is an unscheduled episodic situation in which there is no immediate threat to life or limb, but 

the member must be seen on the day of the request and treatment cannot be delayed until 
the next day.

2. Hospital discharges are considered as urgent care. 

3. LGTC may verify with the direct provider of medical service that the need for urgent care 
exists.

4. Valid requests for urgent care transport shall be honored within three (3) hours of the time the 
request is made.
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What is not urgent care?

1. It is not transport that requires an immediate response to take a member to the emergency 
room for evaluation of a new or suddenly worsening condition that threatens life or limb (e.g., 
any sudden life threatening medical situation, significant trauma, comas, shock, uncontrolled 
bleeding, respiratory distress, poisoning, drug overdose or any situation where immediate 
medical relief or treatment is necessary.)

Members should call 911 for transport in these circumstances.

2. It is not transport that someone forgot to schedule two business days in advance.

Will claims be paid if NEMT is not arranged through 
the Broker?
1. No, the transportation provider will not be paid. NEMT must be pre-arranged through the Broker.
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Contracting

Proof of DMV Registration/Inspection

IHCP approval

Required Licensing including taxi or 
Department of Revenue

Agreement with all Exhibits

Account Setup Form

Provider Questionnaire

After Hours Contact Information Sheet

W-9

Required Attachments

Certificate of Insurance

Driver information

Vehicle information

Vehicle Update Form

Year

Make

Model

Type

Ambulatory

Wheelchair 

Stretcher

License Plate Number

Copy of Vehicle Registration

Copy of Inspection Form
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Contracting - Insurance

Insurance Accord must have the following:

Certificate of Insurance ("COI") auto at minimum $1,000,000.00 limit 

Auto coverage must provide "ANY AUTO“ coverage or Symbol 2, 8 & 9

General Liability Coverage at $1,000,000.00 limit ("Broad Form" coverage) required

Sexual Abuse and Molestation coverage at. $1,000,000.00

COI must list "LogistiCare Solutions, LLC" as an additional insured and certificate holder

Workers Comp coverage as required by Indiana law 



2018 LogistiCare Solutions LLC - Confidential & Proprietary

Driver/Attendant Performance Standard

• If a participant or other passenger’s behavior or any other condition impedes the safe 

operation of the vehicle, the driver shall park the vehicle in a safe location out of traffic, 

notify the Provider, and request assistance. 

• Drivers or attendants that receive two (2) or more complaints from participants within a five 

(5) business day period must not be utilized until a LGTC approved corrective action plan 

is implemented.  All complaints shall be documented and if valid, become a part of the 

driver’s or attendant’s permanent record.
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Transportation Provider Responsibilities
Administrative, Reservation Receipt and General Responsibilities

1. Transportation Provider shall receive trip reservations via fax or internet from LogistiCare each 

day. For urgent medical appointments, Transportation Provider shall accept telephone orders, 

(supplemented by a separate fax if requested) from LogistiCare.

2. Transportation Provider shall transport participants and escorts in accordance with the 

specifications of the reservations provided by LogistiCare and the terms of the Transportation 

Agreement. Transportation Provider may refuse to transport a participant who, upon consultation 

with LogistiCare, is determined to be a threat to the health, safety or welfare of either 

Transportation Provider's employees or other participants, or prevents or inhibits the vehicle from 

being operated in a safe manner.

3. When a "will call" return trip has been pre-authorized by LogistiCare, the Transportation 

Provider shall accept telephone calls from participants to give notification of the appropriate pick-

up time. The Transportation Provider shall arrive within one (1) hour of the call that the member is 

ready
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Transportation Provider Responsibilities

4. Transportation Provider shall inform LogistiCare of their inability or unwillingness to accept or 

complete an assignment at least 24 business hours prior to the date of service to allow 

LogistiCare to make alternative arrangements. This provision applies only to those trip 

reservations that are assigned to Transportation Provider at least 36 hours prior to the 

reservation pick-up time.

5. Transportation Provider shall establish and maintain both a telephone line and fax line for the 

use by LogistiCare to contact Transportation Provider. Fax lines shall be equipped with a fax 

machine. LogistiCare must be able reach a supervisor at all times during which Participants are 

in the Transportation Provider’s vehicles. Drivers will be equipped with two-way communication 

(cell phone and/or 2-way radios).

6. Transportation Provider will ensure that all information obtained regarding Participants will be 

held in the strictest confidence and used only as required in the performance of Transportation 

Provider's obligations under such Agreements. Transportation Provider will comply with all 

confidentiality requirements of the Transportation Agreement and the Business Associated 

Agreement included therein.
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What can the Transportation Providers do to help 
the system work smoothly?

1. Transportation Providers should inform LogistiCare in writing if address information or scheduled 
pick-up or appointment times are inaccurate.

2. Contact LogistiCare immediately, when there is reason to believe that a Participant should not be 
transported.

This notification should include Participant’s name, job number and date, as well as the 
reason the transport is inappropriate. Such reasons may include:

a) Participant has access to transportation, 

b) There is a closer medical provider available, 

c) Participant is not being transported to a covered service, or 

d) Participant is assigned to the wrong level of service (example: assigned to wheelchair or stretcher 
but Participant is able to walk).
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Transportation Performance Standards

Quantifiable performance standards are an essential element of the NEMT program. 

Performance goals are used to measure the quality of delivered service and to target corrective 

action to achieve overall quality goals.

Each Transportation Provider is responsible for ensuring that their drivers meet these standards 

at all times. Proactive steps to maintain and verify compliance:

1. Transportation Providers should confirm pick-up and drop-off addresses when they confirm 

reservations the day or night before a scheduled trip to minimize delays that are attributable to 

bad addresses.

2. Transportation Providers should dispatch and route trips to promote the most efficient use of 

multiple-loaded vehicles and maximize vehicle utilization unless otherwise requested.
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Transportation Performance Standards

3. Transportation Providers must train drivers in the proper use of communications equipment 

4. Transportation Providers must inform Participants and medical providers/facilities of any delay of 

15 minutes or more.

5. LogistiCare will engage with the Client to aggressively pursue continued no-show or late 

cancellations by Participants as these practices reduce the entire system's on-time performance.

6. Participant must agree in advance to any change in their pick-up time and this information must 

be submitted in advance to LogistiCare on a Schedule Change Form.
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Provision of Passenger Assistance

Drivers or Attendants must/shall:

1. Exit the vehicle to open and close vehicle doors when passengers enter or exit the vehicle and to 
provide assistance to or from the main door of the place of destination.

2. Assist the passengers in the process of being seated (fastening of the seat belts and securing 
child safety seats).

3. Confirm wheelchairs or cot/stretchers are properly secured prior to allowing any vehicle to 
proceed.

4. Refrain from touching any passenger outside of the requests mentioned above.

5. Provide support and verbal directions to passengers.

6. Will not be responsible for passenger’s personal items.
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Complaint Response Procedures

• Quality Assurance Department will notify transportation providers via fax or secure email when 
a complaint is filed against them.

• All complaints should be addressed within 48 hours of receipt. 

• Failure to respond to the initial notice will lead to a final notice, which requires a response in 24 
hours. 

• If no response is received then the complaint will automatically become Valid and documented 
no response from provider.

• Failure to respond to complaints in a timely manner and with all required information will result 
in corrective action which can include Process Improvement Plan, liquidated damages and/or a 
reduction of trip volume.
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Over 30 years experience in transportation including over 20 years of experience 
as a broker of NEMT

 Successfully operate in more diverse environments than any other broker

 More experience than any other organization in the country with successfully 
managing capitated NEMT projects, both large and small

 Contract retention rate – over 90% over the past 20 years

 Met all start-up dates, met or exceeded all contract obligations, and established 
positive partnerships and long lasting working relationships

 Consistently work to improve quality and access 

LogistiCare Experience
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Vehicle Update List
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Driver/Attendant Update Form
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Trip Access
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Trip Printing
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Trip Download
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Trip Cancellations
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Trip Reroutes
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Trip Billing-Trip Log
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Benefits – Provider Relations Group

Discounted Compliance Testing

MVR

Criminal Background

Purchasing Discounts

Vehicles

Maintenance

Tires

Office Supplies 

Communications

Software 
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Benefits – Purchasing Program/Training

COST COMPARISON

Market Price LogistiCare Provider

NSC DDC    $  45      $15.00

NSC 1st Aid  $  35 $15.00        

CTAA PASS Basic $  45 $15.00

CTAA PASS $500 $50.00

Total $625 Total $95.00
Ambulatory Drivers $45 for complete training

WC-Stretcher Drivers $95 for complete training
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Background Check Pricing
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Other Riders

An Escort or personal assistant may ride with a Participant at no extra charge. The 

Escort or personal assistant is expected to assist the patient and the driver as 

requested. Escorts, personal assistants and children must be scheduled when the 

Participant makes the trip reservation to confirm adequate space on the vehicle.


