NEMT/NET Life Cycle of a Trip

Non Emergency
Medical
Transportation
(NEMT)

CSR (Customer Service
Representative) verifies
eligibility for members to
receive transportation benefits
from health plans, and enters
trip information into the CTS
Scheduling Platform.

Contact Center receives and
coordinates transportation
requests for member of health
plans served by CTS.

Non Emergency
Transportation
(NET)
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Based on the data entered by the
Provider Relations Department,
CSR’s perform a search to find the
nearest, and most convenient
provider for that transport. The
CSR will then select a
transportation provider that
meets the Member’s needs.

Contact Center

To ensure compliance, calls are
randomly monitored by the CTS
Quality / Compliance department
to ensure all plan requirements
are being met on each call.

Contact

Center

Monthly feedback is provided
to CSR’s on call handling and
performance. Also, monthly
uptraining's are performed by
our Training department.

Transportation Provider Relations

CTS has contracts with health plans and state departments of
Medicaid in the northeast and Mid-Atlantic regions.

CTS has specific requirements to ensure high-quality
standards of service for all our transportation provider
companies, drivers, & vehicles.

There are many different guidelines per each health plan.
CSR’s are trained on policies and procedures, as well as using
specific scripts customized for each client.

The Transportation Provider Relations department is
designed to assist and monitor all activities surrounding
the daily performance of the entire network.

CTS also assists with booking social trips. Social trips keeps
members active in the community, and contributes to the
overall health of the members.

Transportation Provider Relations Coordinator’s are the
first point of contact for the network, either through
incoming calls or emails, and creates and completes all
training material.

Depending on health plan requirements, CSR’s pre-verify
appointments by calling medical offices prior to booking a trip
for a member.
Staffing is planned to meet contractual service levels for each
health plan. Many of our health plans have different service
level agreements regarding Contact Center service.

Transportation Providers review the trip data in CTS
scheduling system to determine if they can cover the
transport. The Provider either Accepts or Declines the trip.
Declined trips are then processed by CTS Transportation
Provider Relations Department.

Site Visits are conducted by
Transportation Provider
Relations field representatives.
They will audit vehicle
maintenance records and
employee records to ensure
compliance.

Through the CTS Transportation
Provider Relations Department's
extensive credentialing program,
we can confirm that our
transportation providers and their
drivers are licensed, equipped, &
operating in good standing with
state & federal laws.

Transportation Provider
Relations performs Ongoing
Monitoring, Ongoing Education
and Corrective Action when
needed. If Fraud, Waste or
Abuse, it is reported to the CTS
Quality/Compliance
Department.

Member Safety during
transport if of utmost concern
to CTS and our policies and
procedures reflect our Member
first approach

To complete a trip for CTS, our
transportation providers offer
courteous, safe & timely
transportation & accurately keep
records of all transports
completed. All completed trips
must be invoiced with a specific
driver & vehicle.

Provider
Relations

Troubleshooting any Provider issues is done in the
Transportation Provider Relations department.

Quality/Compliance

Finance

During the reviewing process,
finance may have to connect
with Transportation Provider
Relations, Contact Center,
Quality/Compliance to request
additional information before
paying a claim.

Transportation Providers can Dispute trip costs if needed,
the most common reason being wait-time. Disputed trips
go into a pending status where Transportation Provider
Relations department will review and process them.
Once all trips have been placed in Transmitted status by
Finance, a report that gives the dollar amount to be paid
out. Finance changes trips to paid status once the trips
have been paid.

Finance

All paid claims are reported to
the plans by Finance.

Fraud, Waste & Abuse
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Most common complaints are
reviewed.
One off complaints are
addressed individually.

Attempting to defraud any health care benefit
Requesting payment for services when there is no legal
__entitlement to payment
Intentionally submitting false information
Eligibility reports are run and Members are contacted if
they are no longer eligible for rides.
Significant events are investigated and reviewed by
speaking with all parties involved, monitoring calls, and
reviewing trip notes.

100% of inbound calls into the
contact center are recorded for
quality assurance purposes.
Most health plans require
certain scripts to be used.

Mission

Finance will only process “Clean
Claims” submitted by the
Transportation Providers.

Instances of Fraud Waste and Abuse can be caught during
the Finance processes.

Trip Audits are done internally
to make sure rides are properly
booked. Audits are also
performed on the
Transportation Provider
Network by Quality/Compliance

Trip Audits are completed to make sure rides are booked
properly and every call is properly coded for invoicing and
reporting.

It is the mission of
CTS to increase the
availability of costeffective and
efficient
transportation
services to
transportation
disadvantaged
individuals and
communities.

Quality/
Compliance

With an empowered
team of
professionals, CTS
adds value to the
services provided to
our customers and
improves the lives of
the people we serve.

Instances of fraud can be caught
from trip audits and also call
monitoring.

Values

Clean Claims, defined as trips
submitted timely with all the
required information, are paid
twice per month. Once the
claim is reviewed, Finance will
place the trips in transmitted
status, preparing them for
payment.

Transportation Providers invoice the trip by assigning a
driver and a vehicle. This action puts the trips in Approved
status. The Finance department will then run a report of
all approved trips and change the trips to Transmitted.

All inbound calls are recorded for quality assurance
purposes.

Vison

Any suspicion of possible fraud,
waste or abuse is reported to
CTS Compliance department for
investigating.

All member complaints are
thoroughly investigated by
interviewing all parties involved
to ensure member safety.

Customer Focus
Our customers are the
reason we are here

Integrity
We communicate
openly, honestly and
responsibly

Respect
We treat others as we
want to be treated

