Call Center Summary (Business Hours)

AoandonRatekPl
0% ] so%

GallCount Summary January 2024 March 2024
Answered % ETT ot B 5606

vg Daiy Cals Received sso7 )

TotalCalls Answored o056 sirzn

Total Calls Received o121 as0ss

(Average Speed of Answer Summary _January 2024 Februa Morch 2024 May 2024
g Specd of Answer (seconds) r 65 1068 2453 4%

TotlCals Receied o121 osoma 20 o2 a5t ssoss

[Average Abandon Rate Summary _ [January 2024 February 2024 Viarch 2024 apri 2024 May 2024 June 2024

Roandon % 0% 05 0s3% 256% 21% 391%

TotalCals Abandoned a2 ss7 oot 257 20 w521

TotlCals Recened o121 osoen a0 a2z st ssoss

Average Handle Time Summary

AVG Handle Time (minutes) 8 8 3 & 3
Handle Time Minutes 100896 1531 96865 93407 81728
Total Cals Received 101321 95088 90822 5437 85055

Service Level Summary

Handled Outside Senvice Lavel a3 £ 1224 EZ)

Handled Witin Service Level 100473 s394 90532 93591

Senvice Level 958% 9936 67 96525

Total Cals Receved 101321 95088 92620 99822

Call Center Summary (Spanish)

Call Count Summary January 2024 Februar March 2024 April 2024 May 2024
Answered % %983% 9991% 9960% 9975% %275 9906%

Aug Daly Cals Received 1932 3829 3885 w2 w262 w76

Total Cals Answered 7105 €924 022 28 7658 7308

Total Cals Recerved i 90 7050 T4 T4 77

Average Speed of Answer Summary | January 2024 ebruary 2024 June 2024

Aug Speed of Answer (seconds) 49 871 163 632 741

Total Cals Recerved i 6920 7050 7744 s a7

5 ebruary 2024 March 2024 April 2024 Viay 2024

Abandon % 00%% 04 021% o073% 094%

Total Cals Abandoned 2 6 2 1 B Cl

Total Cals Recerved i 6920 7050 7744 s a7

Average Handle Time Summary January 2024 ebruary 2024

AVG Handlle Tme (minutes) 7 ]

Handle Time Minutes 7105 6924 022 8 7658 7208

Total Cals Receved i 630 7050 4 4 77

Service Level Summary January 2024 Februa March 2024 April 2024 May 2024
Handled Outside Senvice Lovel 3 2 7 14 16 w

Handled Within Service Level 02 ) 7005 e 762 7267

Service Level 9996% 9997 %976% 9982 %979% 9944%

Total Cals Received 7 6930 7050 7748 s 777



Trip Executive Summary

(Completed Trip Legs Count Summary. February 2024

[Fincludes Publi Transit and Mileage Rembursement, Armbulance ]
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* Includes Public Transit and Mileage Reimbursement

Mileage Summary January 2024 February 2024 March 2024 April 2024 May 2024 June 2024
88 858 685 667 66 665

Average Mieage
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[Members with Completed Trip Legs __|January 2024 Februar
18124

Completed Trips Legs 253

Viarch 2024 pril 2024 Moy 2024
=] =3 o072 oo
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Transportation Provider Summ:

[Number of Proy

Januany 2024 Februan 2022 Viarch 2022 Moy 2024
] o n o ™

Provider No-Show Count

[onanooe ————— Jrebuanaom Viarch 2022 (Ao 2028 Vioy 202 June 2022

3 o0 551 e e 5

Provider Mix Summary January 2024 Februay 2024

Contaced Providers 23536 122184

Mikage Reimbursement 5000 )

Puble Transi (us) aseas aares

ns Call Center Source
|CANCELLED - MEMBER HOSPITALIZED

[CANCELLED - MEMBER [5 DECEASED 2 225 21

[CANCELLED - NO VENDOR AVAILABLE B3 611 =

[CANCELLED - SOCIAL WORKER/FACILITY CANCELLED _| 11444 9529 5978

[CANCELLED - VENDOR NOT MOST APPROPRIATE 5513 7325 7552

[CANCELLED DUE TO SCHEDULE/APPOINTMENT 55209 72460 51855

[DENIED-DAYS NOTICE 3060 3176 5502

[Member Cancelled / Member No Show (TNG) 16267 16602 15213

[Member has Access to Avalable Transporiaton 7

[MEMBER REQUIRES NEMT g % o 8 % 57

[MEMBER/RECIPIENT CANCELED VENDOR ROVD B 61366 57959 54169 Ea B

WO TPIENT CANCELED DIRECT TO_|8186 5125 = 7058 5216 B

[Refused Assigned Provider 3 8

[REVEAL TRIP WAITING ON FORM__[53¢ 59 362 &

[SCHEDULED GAS, MEALS OR LODGING g 7

[TRIP DENIED - DOESNT MEET THE 105 156 ) 328 70

[TRIP DENIED - MEMBER/RECIPIENT HAS A CAR THAT i 12 G i g

[TRIP DENIED - NOT ELIGIBLE £l B3 E8 7 517 75

[TRIP DENIED OVER TRIP LEG LIMIT 225 306 EQ 505 595 EX

[Trip Denied Over Trp Mieage Limit 514 1004 1210 1022 1687 532

[TRIP DENIED- APPT NOT VERIFIED WITH THE PROVIDER |215 7 B 67 755 B3

[TRIP DENIED-NOT COVERED SERVICE 127 185 208 5 77 5

[Uncooperative Behavior or Misuse/Abuse of NEMT |20 2

VENDOR NO-SHOW. E3 = 3 @2 2 B3

WAITING FOR CALL CENTER HELP DESK ACTION i g

Watting for more information from caller B 10 5

WAITING FOR CHECK 70 BE 75080 5T T = 12589 13067

[Grand Total 181404 201307 205821 193161 193560 67774
March 2024 April 2024 May 2024 June 2024

Canceled + Completed Legs. 363579 380011 391123 381516 384464 32012

Cancelation Rate 1287% 1230% 1593% 1412% 1532% 1388%

Cancelled Trps 6813 6765 62311 53908 58928 a7

Trip Leg Removals & Data Corrections | Januan

Legs Removed

Unfulfilled Trip Leg

Viember No show[Grical 52 i53 57 sc2 2
on-Giial 7676 7295 6501 Trrse 261
FroviderNo Show [ crtca 2 v e © 5
on-Crtea = ) £ = =
Frovider Not Avaloble [ Crtica EN 7 6 o7 B
on-Cral o7 o s 7 £
ot 9543 60 7941 5930 9420

Unfulfilled Trip Legs

Member No Show | Ambulance 0 o o o o
[Ambulatory 761 7755 7357 5% Trra7 B
Wheelchai 369 EE 5 [a25 T £
Frovider No Show | Ambulance 0 o o o T
[Ambulatory 1667 a7 5% EZD 275 £33
Wheelchai o o
Frovider Not Avaiable | Ambulance o 0
[Ambulatory 2% & 71 oy £ B
Wheelchai o o
Toral 0758 737 36 780 Te7as [ozas




Complaints

[Total complaints  January 2024 [February 2024 | March [April 2024 [y 2024 Liune 2024
Complint% ooor acor acor oco1 o001 acor
Completed Tips 22851 217639 2250 22r460 2041t 2ors17
Totl Complant Court = s o r 2 =
Substantiated Complaints 3 r :
Completed Top Legs 2o om0 25000 246000 20781700
Substantated Complint 25700 20800 25000 2100 21200
Substantated Complants s 012% o1 o1 o10% oion
Avg Time to Resolve (Business 801 566 775 579

g Time to Resole (Calndar 951 o s ass

ComplintCount = s s a0

Resoied Count as 20 305 2

First Cal Resolutions [January 2024 rebruary 2
T T

FistCallResolutions.

| Complaint Category Summary Januar 2024 [Febrary 2024 hpril 2024 |May 2024 |lune 2024
BEHAVIOR g 0

CUENT PROTOCOLS n ® u 0 " s
CUSTOMER SERVICE E3 B} 2 2 2 »
£ARLY PICK UP 0 0 s 7 4 g
ALY RETURN s ' ' ' 1 '
LATE picK UP 2 2 i » ] B3
LATE RETURN s 4 i 1 0 4
MM PROCESSES 0 g Ed & B3 s
MULT TIVELINESS 2 [ o 0 0 0
NO SHOW PICK UP w2 126 126 109 & 100
NO SHOW RETURN 1 B s 14 " g
QuALITY/SasETY f 4 o 0 ' i
SERVICE/BEHAVIOR . s i 0 . B
SERVICE/DELIVERY n ® s » ” ®
TRAVEL TIVE ' 0 o 0 ' '
TRIP ACCURACY 3 » 3 n 2 1

Denied Trip Leg
Requests

January 2024

February 2024 March2024  April 2024 May 2024, June 2024

Trip Legs Under [DENIED-DAYS _|491 491
Reoccuring EEE El
Schedule 776

7
2612 2612

Unique Requests

0
[P DENiED—[109

0 0
otal | [

Notice of Actions Issued
Notice of Actions Issued

Trip Denied Over Trp

[TRIP DENIED-APPT NOT

[TRIP DENIED-NOT
Behavior or

[Total




