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OFFICE OF THE GOVERNOR 

DIVISION OF MEDICAID 

Specific Legal Authority Authorizing the promulgation of 
Rule: Miss Code Ann. 643-13-121(1972). as amended 

Reference to Rules repealed, amended o r  suspended by the 
Proposed Rule : 
h v i r l p r  Pn l i ry  Maud%dm 1 7  

Date Rule Proposed: 

Ex lanation of the.Pnr o e of the Proposed Rule and the reasog(s) for proposing the rule: 
~$2006-60. Provider Boficv Manual undates section 12 reeardit~e Non-Emereencv Transnortatio~~ (NET) to inclnde. - - ~~ ~~" , - - ~  ~.~---- ~ - - ~  , . . - - , . . . . . . . - - - . 
lntroduct~on, el~g~bllrty, transportatloll ot llurslng taclllty rendents, broker responslbll~t~es, modes ot trallsportatlon, trip 
denials, trip docu~nentation requirements, driver requiremellts, vel~icle requirements, telephone system requirements, 
monitoring/quality assurance, complaint resolution, grievance, and appeal, fraud, liquidation damages, definitions, 
reserved for future use in sectiol~s 12.01 - 12.16 respectively. 

The Agency Rule Making Record for this rule including any written comments received during the comment period 
and the record of any oral proceeding is available for public inspection by contacting the Agency at  the above address. 

O A n  oral proceeding was held on this rule: 

Date: 
Tinle: 
Place: 

An oral proceeding was not held on this rule. 

The Agency has considered the written comments and the presentations made in any oral proceedings, and 

RThis rule as adopted is without variance from the proposed rule. 

UThis rule as adopted differs from the proposed rule as there are minor editorial changes which affect the form 
rather than the substance of the rule. 

OThe  rule as adopted differs from the proposed rule. The differences however are: 
Within the scope of the matters in the Notice of Proposed Rule Adoption, the logical outgrowth of the contents of 
the Notice of Proposed Rule Adoption and the comments submitted in response thereto, and 
The Notice of Proposed Rule Adoption provided fair warning that the outcome of the proposed rule adoption could 
he the rule in question. 

The entire text of the Proposed Rule including the text of any rule being amended or changed is attached. 
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Division of Medicaid New: Date: 
State of Misslssiaai R D V ~ D ~ .  x ~ ~ t e :  ..-.---. . 
Provider Policy ~ b n u a l  Current: -1 1/01106 
Section: Non-Emergency Transportation (NET) Section: 12.01 

Pages: 1 
Subject: Introduction Cross Reference: Introduction 1.08 

Medicaid, as authorized by Title XiX of the Social Security Act, is a federal and state program of medical 
assistance to qualified individuals. Each state designates a state agency as the single state agency for 
the administration of Medicaid. State law has designated the Division of Medicaid, Office of the Governor, 
as the single state agency to adm~nister the Medicaid program in Mississippi. 

NET services are defined as medicallv necessarv transportation for anv beneficiarv who has no other 
means of transportation available to anv Medicaid-reimbursable service for the Purpose of receivinq 
treatment, medical evaluation, obtainins prescription druqs or medical equipment. Beneficiaries enrolled 
in the Qualified Medicare Beneficiarv (QMB). Specified Low Income Beneficiarv (SLMB). Qualified 
Individual (QI-l), or Familv Plannina eliaibilitv cateaories are not elbible to receive NET. 

fi 
a~orooriate vehicles to include wheelchair vans, taxis, minivans. sedans, and public transportation buses. 
The broker operates statewide and the broker determines the transportation provider who provides each 
transport. 

Provider Policy Manual NET Section: 12.01 
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Division of Wiea id  New: Date: 
State of Mississippi Revised: X Date: -9WWH 
Provider Pollcy Manuat Current: -~1/01106 
Section: Mon-Emergency Transportation (NET) Section: 12.02 

Pages: 1 
Subject: Elfgibility Cross Reference: NET 1UIw 

In order to be eligible for NET services. a beneficiarv must be currentlv eliaible to receive Medicaid 
services. Beneficiaries in the followina Cateaories of Eliaibilitv are not eligible to receive NET services: 

Familv Plannlnq 

Qualified Medicare Beneficiarv (QWIB) 

Soecified Low-Income Medicare Beneficiarv (SLMB) 

Qualified Individual (QI-1) 

Tne possession of a val;d Medicaid card does not automaticallv renoer a Med~caid oeneficiarv eliqlnle for 
NET services. In adolion to beino in an eliqible cateaorv of el~a;bil:tv, a oeneficiarv must: 

require the services covered bv Medicaid from a Medicaid anwroved provider: 

have no other means of oeitina to and/or from the provider for a Medicaid covered service; 

not have exceeded anv service limits associated with the covered service: and 

not receive transnortation services to medical services from anv other source. 

Any program funded by Medicaid which includes non-emergency transportation as part of its services to 
beneficiaries may not require those beneficiaries to arrange their own NET services unless the medical 
service they require is not covered by Medicaid. 

Provider Policy Manual NET Section: 12.02 
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A beneficiary mav request that familv member of friend serve as their attendant durna a transoort. The 
broker mav reauire that the need for an attendant be verified bv a written medical certification from the 
medical provider. In addition, medical certification mav be required if the beneficiarv is reauestinq 
transoortation other than to the nearest appropriate provider. All transvorts bv oublic air will reauire 
written certification. 

Residents of Lono Term Care Facilities mav be transported to dialysis services throuah the NET Broker 
Proqram. Refer to section 12.03 Transports of Nursina Facilitv Residents. 

Provider Policy Manual NET Section: 12.02 
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Division of Medicaid New: Date. 
State of Mississippi Revised: X Date: %Q?f@ 
Provider Policy Manual Currant: -11/01/06 
Section: Non-Emergency Transportation (NET) Section: 12.03 

Pager 1 
Subje.  ik&WMMh Cross Reference: 
-Trans~ortatlon of Nursina Facilitv Residents Ambulance 8.13 & 8.14 

NET 12.07 

A.1 transwortation tot n~rsina facilltv residents. whether emeraencv or non-emeraencv must be arranaed 
bv nursina iacilitv staff. Beneficiaries must no: ne denied access lo rneoical care because nursino facility 
staff did not arranae ~ranswortation in advance. 

For non-emeraencv medical transDorts, refer to Ambulance sections 8.13 and 8.14 in this manual. 

If the case does not aualifv for benefits throuah the Ambulance Proaram, the nursina facilitv must arranae 
transwortation throuah a familv member. a nursina facilitv vehicle, or an outside resource. Staff at the 
nursina facilitv mav ask the familv to transwort the resident in wersonal vehicles if the condition of the 
patienl is apwropfiale for that mode of transponaiion. The nursino facilitv staff is responsible for arranaina 
and wrovidina transportation for a resident when the family does not provide [he transoortation. Tne 
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The nursina facilitv mav make referrals to the Non-Emeraencv Transportation Broker Proaram, if the 
resident has no means of transportation for a non-emeraencv transport and non-emeraencv medical 
transportation is not reauired. 

If a beneficiary is rransferred from a n~rsina facilitv to a hospital and remains hospitalized for lonaer than 
fifteen (15) days and is discharaed from the nursinq facililv. transportation for these benef~ciaries snould - 

be arranaed bv the hospital. 

If there has not been a final discharae from the nursina facilitv and the beneficiarv is in the hosuital, 
transportation back to the nursina facilitv must be arranaed bv the nursina facilitv staff. 

Provider Policy Manual NET Section: 12.03 
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Division of Medicaid New: Date: 
State of Mississippf Revised: X Date: -4WIW4 
Provider Policy Manual Current: -1 1lOll06 

Section: Non-Emergency Transportation (NET) Section: 12.04 
Paaes: 4-9 

Su&ject. ~ r & s  Reference: NET 12.12.12.14 
Broker Resoans!bilities 

Provider Policy Manual NET Section: 12.04 
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The NET Broker is res~onsible for the follow in^ 

General Administration 

The broker is resoonsible for administerina and ooeratinq the NET Broker Proaram, including but not 
limited to the authorization, coordination, schedulinq. manaqement, and reimbursement of NET services. 
In addition, the broker is responsible for the following: 

The broker shall understand all DOM policies reaardino NET services. DOM w~ll provide 
assistance as needed with interoretation and clarification of DOM oo~icv and will noiifv the broker 
as chanaes are made thal affect the NET BroKer Proaram. 

The broker shall reimburse NET providers. DOM will not require the broker to reimburse for 
unauthorized NET services provided bv out of network uroviders. 

The broker shall have written materials for the benefit of the beneficiaries that shall be easily 
understood bv individuals who have a sixth-arade readinq level, be available in Enqlish and such 
other lanquaqe as DOM mav require at anv time with written notice to the broker, and be 
available in alternative formats that take into account soecial needs of beneficiaries, such as 
visual imoairments. 

The broker shall maintain detailed records as outlined in the contract and the DOM NET Provider 
Manual. All records must be readilv retrievable within three (3) workdavs for review at the request 

review durinq the entire term of the contract and for a oeriod of five (5) vears thereafter, unless an 
audit is in proaress. When an audit is in prooress or.audit findings are unresolved, records shall 
be keot for a oeriod of five (5) vears or until all issues are final resolved, whichever is later. 

The broker shali maintain the necessary software and hardware necessarv to provide NET 
services throuqh the NET Broker Proaram. 

The broker shall be responsible for urovidina DOM with reoorts and utilization data. A listina of 
reoorts and utilization data will be provided to the broker bv DOM and shall at minimum include 
those reoorts detailed in the Reauest for Proposals. DOM reserves the riaht to amend this list at 
anv time and reauest ad-hoc reoorts as needed bv DOM. Report formats mav include aaper 
reoorts or data files. Broker shall provide additional reoorts or make revisions in the data 
elements or format won  the request of DOM, without additional charge to DOM and without a 
contract amendment. Uoon request of DOM. broker shall suaolv the underlvina data to suoport 
anv report submitted. The data shali be in a mutuallv aareed upon electronic file format. The 
failure to meet the timeliness standard set forth for each reDort mav, in the sole discretion of 
DOM result in the assessment of damaqes as specified in Section 12.14. 

The broker shall emplov a full-time Proiect Manaaer who shall have dav-to-dav authoritv to 
manaae the NET Broker Pro9ram. The Proiect Manaqer shall be available to DOM durinq reqular 
business hours of DOM operation. 

The bro~er shall emplov a Call Center Manaaer to oversee all functions relareo to rhe Call Center. 
The broker shall not hire a new Call Center Manager without orior aooroval from DOM. 

The broker shall emplov staff who can address the uniaue needs of beneficiaries while assurlnq 
that services are orovided in the most economical manner. Broker shall emolov a sufficient 
number of trained and exoerienced staff to oerform the services reauired under the contract, 
jncludina staff experienced in communicatina with medical oersonnel. Broker shall emoloy 
manaaement staff who are experienced in staff deVelO~ment and trainina. suuervision of staff, 
develooment and implementation of operations. development and revision of oolicv and 
procedures, alannina. and benefic~arv and ~rovider relations. and who have aood 
communications skills, and oossess innovative problem solving skills. Broker shall emplov staff 
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who is able to provide dailv on-Site data svstems support, oeriorm report develoament and 
analvsis, and oerform all reauired information svstem functions. 

The broker shall provide DOM with a listinq of all subcontractors that broker intends to use for any 
administrative functions of the NET Broker Proaram, other than NET provider. Additionallv, for 
each subcontractor. broker shall: - List the subcontractor's name, address, contact oerson, and phone number. 

Detail the exact nature of the subcontractor's resaonsibilitv for the NET Broker Proaram, and 
the oroiected date the subcontractor will beain work. 

Detail the time. scope of work, and aualitv of oerformance for anv past work performed bv the 
subcontractor in coniunction wlth broker. 

State the conseauences of failure to oerform. 

Provide five references for the subcontractor. 

Provide a draft of the arooosed subcontract. 

The brokers understands that DOM assumes no resoonsibilitv with respect to accidents. illness, 
or claims arisina our of NET broker services. The broker must take all steos necessarv to protect 
all indiv~duals involved in wrovidina NET services. The broker aarees to comolv with all aoalicable 
state, local. and federal occupational and safetv acts, rules, reaulations, and laws and aarees to 
ensure that NET providers are oroaerlv insured. 

Brokeraae Process 

Listed below are the aeneral steos DOM deems necessarv for the provision of NET services bv the 
broker. 

lnformation Systems: The broker shall have in place its information svstem for use bv the broker 
to screen, assian, dispatch, ano monitor processes to ensure consistent application of au:delines. 
The broker sna4 displav beneficiarv's' oermanent and iemporarv special needs. aooropriate mode 
of transportation, ann anv special instrucrlon reaardina ihe nearest approoriate provider, and any 
otner information necessarv to ensure that aoorooriate transportaiion is autnorizea and orovlded. 
lnformation shall oe easilv accessible bv all Call Center stall on their worksration comu-rters. 

Recruitina and ne0otiat;na service aareements wlth transporiation providers: Tne broker shall 
establish a network of NET providers and neaotiate reimb~rsement with aualified transoortation 
entities. All NET oroviders shall be approved bv DOM. 

The oroker is prohibited from esteblishlna or maintainina sewice nareements witn NET provioers 
that have been determined to have committed fradd of a State or federal aaencv or have been 
suspended. terminated or barred from oarticipation in the Medicaid Proaram. Tne broker slial~ - - ~ -  ~ ~ 

terminate a service aareement with a NET provider when substandard performance is identified 
or when the NET provider has failed to take satisfactorv corrective action within a reasonable 
time. DOM reserves the riaht to direct the broker to terminate anv service aareement with a NET 
provider when DOM determines it to be in the best interest of DOM. The NET orovider shall be 
allowed fifteen (15) davs to reauest a review of the decision bv broker or DOM or both. Failure to 
reauest a review within fifteen (15) davs shall be a waiver of the NET provider's riaht to reauest a 
review. 

Adeauacv of Network: The broker shall recruit sufficient NET providers to meet the transoortation 
needs of the beneficiaries. The broker shall also ensure that its NET providers have a sufficient 
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number of vehicles available to meet tne timeliness requirements ol the NET Broker Proqram. In 
the even the broker or DOM identifies an area of the state with insufficient transponation 
resources: the broker will have ten (10) business davs after the date of notification to recruit 
sufficient NET providers to meet rhe trdnsoonalion needs of the beneficraries. The qeoqraphic 
coveraqe area shall include the entire State of Mississippi and the medical communities in the 
adiacent states of Alabama. Arkansas. Louisiana. and Tennessee. 

Pavmenr Aaministration: The broker shall provide timelv pavment to each transoortation provider 
based on authorized services rendered. The broker shad1 oav at least ninetv-nine percent (99%1 
of all "clean claims" from NET providers within ninety (901 davs followinq receipt. A "clean claim" 
means one that can be processed without obtaininq additional information from the NET providev 
or from a third oarlv except that it shall not mean a claim submrtted bv or on benalf of a NET 
provider or provider who is under investiqatron for fraud or abuse, or a claim that is under review 
for medical necess;lv. Complaints or disputes concernina oavments for the orovision of services 
shall be sublect to the broker's provider qrievance resolution svstem. (See Section 12.12). 

. Gate keevinq: The broker shall screen all reauests for NET Services to confirm each of the 
followinq items: 

the beneficiarv is eliqible for NET services; 
the beneficiarv has a medical need which requires NET services: 
the most economical mode of transportation aporoariate to meet the medical needs of the 
beneficiary are used, aiven the beneficiarv's mobilitv status and personal capabilities on the 
date of service (Broker shall document the reason in detail if broker approves a mode of 
transportation that is not the most economical): - -- - - - - -- 

the provider is the nearest aoprooriate provider to the beneficiarv; 
= if an attendant or assistance requested is necessarv. Broker mav reauire a medical 

certification statement from the beneficiarv's phvsician in order to avorove Door-to Door 
Service or Hand-to-Hand Service; - the medical service for which NET service is requested is a covered medical service: and 

* the beneficiarv does not have access to available transoortation (Broker shall reauire the 
beneficiary to orallv certifv this). 

Receivinq Reauests: The broker shall require that requests for NET service to a sinale covered 
medical service appointment be made orally via a toll-free telephone number. Other methods of 
receipt of trip reauests rnav be allowed with the aoproval of DOM. Beneficiaries, beneficiaries' 
familv members, or auardians and oroviders shall be allowed to make reauests for NET services 
on behalf of beneficiaries. The broker shall also establish policies and procedures reqardina who 
can reauest NET setvices for standins orders, in order that beneficiaries are not required to 
continuallv arranae for repetitive a~~ointments. 

-- - ~ ~ ~ - ~ ~~~~~~ -- - ~ 
~ - - -  

schedulina chanqes, and NET providers who do not arrive for scheduled pick-ups: ~ h e  broker - -  - 

shall provide additional education to beneficiaries who habitualiv request transportation less than 
two (2) business davs in advance of the aopointment time. 

Reservina and Trios Assianinq: The broker shall receive reauests for NET services, screen each 
reauest, and, if authorized, schedule and assiqn the trip to an appropriate NET provider. The 
broker shall not deleaate screenina, authorization, or schedulina duties. The broker may deleaate 
dispatch activities to the NET provider. but the broker shall retain resoonsibilitv for the orooer 
performance of disaatch activities. The broker shall ensure that the averaqe waitina time for pick- 
UP does not exceed 15 minutes. The broker shall ensure that beneficiaries arrive at ore-arranqed 
times for appointments and are picked uo at ore-arranqed times for the return trip if the covered 
medical service follows a reliable schedule. The are-arranqed times mav not be chanqed bv the 

Provider Policy Manual NET Section: 12.04 
Page 4 of 9 



NET provider or driver without orior oermission from the broker. The br0~er ana a NET provider 
mav qroup beneficiaries and trios to orotnote efficiencv and cost effectiveness. The broker rnay 
contact oroviders in this orocess. 

Trio Notiication: The broker shall notifv the NET orovider of the assiqnment at least two (2) 
business davs orior to the trio. i f  oossible. and shall timelv assisn the trip to another NET aovider 
if necessary. For hospital discharqes, the broker shall contact an auorooriate NET Drovider so 
that pick-UD occurs within three (3) hours after notification. The broker shall notifv the NET 
provider in an exoeditious manner anv trios that are cancelled bv a beneficiarv. 

If possible. the btoker shall inform the beneficiarv or the beneficiarv's representative of the 
transporiation arranqements durina the ohone call requestina the NET service. Otherwise. the 
broKer shall inform the beneficiarv or reuresentative by later Dhone call. bv facsimile, or bv letter. 
It the broker sends a letter. the letter shall me ma~led in time to be received bv the beneficiary 
prior ro the date of NET service. 

Timeliness: The broker shall authorize and schedule routine NET services for ninetv-eiqht 
percent (98%) of all reauests within three (3) business davs after receipt of the reauest. The 
broker shall authorize and schedule routine NET services for one hundred percent (100%) of all 
reauests within ten (10) business davs after receipt of a request. If broker reauires additional 
in( 
request the additional information within twentv-four (24) hours after receiot of the reauest. broker 
shall soecifv the date bv which the additional information must be submitted. Timelv requests by 
broker for additional information shall stav the authorization oeriod. If the additional information is 
not received bv the date soecified bv broker, broker shall denv the request except NET services 
to an auoointment for chemotheraov, dialvsis, and hiqh-risk oreanancv. In those instances, broker 
shall authorize sinqle trios and Pursue receiut of necessarv information to authorize a standinq 
order. 

Rewortins Abuse and Sexual Harassment 

The broker and NET oroviders are resoonsible for reoortinq to DOM anv beneficiarv who accuses hislher 
driver or other passenaers of sexual harassment of ohvsical abuse. Medicaid beneficiaries should report 
anv incident of abuse or sexual harassment directlv to the broker. State law reauires that all suspected 
phvsicai abuse of drivers. beneficiaries, and other oassenqers be reoorted to the Department of Human 
Services (DHS) at 1-800-222-8000. 

NET Provider Service Aqreements 

The Broker shall maintain NET Provider Service Aareements with all avoroved NET providers. At a 
minimum, the NET Provider Service Aqreement must address: 

Pavment administration and timelv oavment: 

Modes of transoortation; 

Geoqraohic coveraqe area(sl; 

Attendant services; 

Teleohone and vehicle communication svstems; 

Information svstems; 

s-; 
Provider Policy Manual NET Section: 12.04 
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Disoatchinq; 

Pick-up and deliverv standards: 

Uraent trip reauirements; 

Driver qualifications; 

Expectations for Door to Door. Hand to Hand. Curb to Curb: 

Driver conduct; 

Driver manifest deiiverv; 

Vehicle requirements: 

Back-up service; 

Qualitv assurance: 

Non-compliance with standards: 

. Trainina for drivers; 

. Confidentialitv of information: 

Soecific orov~sion that in the instance of default bv broker. the aareement will pass to DOM or its 
aaent for continued provision of NET services. All terms, conditions and rates established bv the 
aareement shall remain in effect until or unless renepotiated with DOM or its aaent subsequent to 
default action or unless otherwise terminated bv DOM at its discretion; 

Indemnification lanauaae to orotect the State of Mississipoi and DOM; 

Evidence of insurance for vehicle and driver; 

Submission of documentation as reauired bv DOM: and 

Aooeal and disoute resolution. 

Post-Transportation Authorization Reauests 

The broker shall develop an0 implement with [he approval of DOM. a policv to allow for aost- 
transporlation autnorization of NET services. Post-transoonation ahthorization shall be allov~ecl n 
instances when prior_authorization was not obtainable. such as services requested when the Call Center - - - p p  - 

was closed. The broker's post-transportation authorization policv shall ensure that all aoolicable - - - 
requirements of ore-transportation authorization are considered for the post-transportation authorization. 
and shall establish a timeliness reauirement for the submission of oost-transportation authorization 
reauests. 

Adverse Weather Plan 

The broker shall have a written olan for transpartina beneficiaries who need critical medical care. durinq 
adverse weather conditions. "Adverse weather conditions" includes, but is not limited to. extreme heat. 
? p a s  and heavv snowfa!l or ice. 
Provider Policy Manual NET Section: 12.04 
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R e ~ o r t i n a  Accidents 

Tne broker shall docuinent accidents and incidents lhat occur in coniunction wilh a scheduled trip when a 
beneficiarv is oresent :n the vehicle. An incident is define0 as an occurrence, event. breakdown, or public 
disturbance that interrupts the trio, causing the driver to stop the vehicle. such as a oassenaer becomes 
unrulv or ill. The oroker shall report the details of the accident or incident within 24 ho~lrs ;f there were 
iniuries: otherwise, the report is due within 72 hours. 

NET Provider Manual 

The broker shall develop and maintain a NET Provider Manual. The NET Provider Manual shall contain 
all policies and orocedures for the NET Broker Proaram. The NET Provider Manual shall be reviewed, 
updated, and distributed to all NET providers annually and whenever chanaes in operation are made. 
Updates and chanaes must be prior approved bv DOM before distribution. DOM will notifv the broker in 
writinq if a modification is required, and the broker shall incorporate anv modifications within ten (101 
business davs after such notification. 

The NET Provider Manual shall include, at a minimum. the followina 

NET provider enrollment and participation reauirements: 

NET orovider file maintenance and record keepina requirements; 

Standard reimbursement requirements: 

Covered and Non-Covered Services: 

Vehicle reauirements; 

Limitations and considerations of NET services to covered medical services. 

The broker shall provide the NET Provtder Manual to all broker staff. In addition, the broker shall make 
the NET Provider Manual available electronicallv throuah a link on broker's website. and shall incorporate 
the NET Provider Manual into all trainina oroarams for NET oroviders and the broker's emolovees. 

Beneficiarv Education Plan 

The broker shall develop written materials for the purpose of educatina beneficiaries about the NET 
Broker Proaram. The wriien materials shall address: 

Eliaibilitv requirements for NET services; 

How to request transportation, includina contact phone numbers (includina the 'Where's Mv Ride" 
phone number) and documentation reauirements. 

In ado;tion. the broker shall provide conlinuina education to benef~claries who 00 not comolv witn 
established policies and procedures of the NET Broker Proaram. The broker rnav impose transportarion 
o~l ions 011 beneflciaries with excessive incidents of non-comoliance. 

In tne case of oeneficiaries who are chronicallv late or aosent for scheduled trips, tne ofoker mav require 
rho beneficiarv to call when the beneficiarv is ready to be picked up. Neither the Broker nor rhe NET 
provider rnav charoe beneflciaries for no-shows. The broker shall have oolicies and transportation options 
in place for beneficlartes whose behavior en-route threatens the safetv of the benef~ciarv. dr~ver, or other 
passenaers. 
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The broker shall maintain a record of beneficiaries for whom transoortation options are imoosed. 

Ooeratinq Procedures Manual 

The broker shall develop an owerations orocedures manual detailina all procedures to be used in 
schedulina and deliverv of NET services. DOM mav reauire modification of the Ooerations Procedures 
Manual at anviime. The broker shall modifv the Ooerations Procedures Manual within ten (10) business 
davs of notification. The broker shall orovide a coov of the Ooerations Procedures Manual to all broker 
staff and shall incoroorate it into all trainins vroarams for new emoiovees. 

Business Continuitv and Disaster Recoverv Plan 

The broker shall develoo a Business Continuitv Plan and a Disaster Recoverv Planthatshall~detail the 
steos the broker will lake to enable them to continue to meet all reabirenients of DOM in the event of an 
outaae or failure of DOM's or brolcer's data, communication or rechnical supoort svstem. Thcbroker sha,. 
review and update the Business Continuitv Plan and D i~as te~~ecoverv  Plan at least annually. 

Data Security 

The broker shall comolv with DOM's written policies and orocedures reaardina data securitv and intearitv. 

Qualitv Assurance Plan 

The broker shall develop a Qualitv Assurance Plan that shall include at least the followinq: 

Broker's orocedures for certification that all NET services paid for are orooerlv authorized and 
actuallv rendered; 

Broker's vlan to develov safeauard aaainst fraud andlor abuse bv NET oroviders. providers. 
beneficiaries and broker staff and fulfill DOM report na reauirements reaarainq sdcn activity; 

Broker's aareement to indemnify DOM aaainst anv causes of actions or claims of pavment 
brouqht bv NET providers or beneficiaries; and 

Broker's plan to ensure that NET providers meet standards for vehicle maintenance operation. 
and insoection: driver aualifications and trainina; comolaint resolution: and deliverv of courteous, 
safe, and timelv NET services. 

Turnover Plan 

The broker shall develoo a Turnover Plan to provide for an orderlv and controlled turnover of broker's 
resoonsibilities to a successor broker or to DOM at the end of the contract oeriod or uoon termination of 
the contract, and minimize the disruotion of NET services to beneficiaries. The olan shall include the 
orooosed approach to turnover, the tasks and subtasks for turnover, a schedule for turnover, the 
ooerational resource reauirements, and anv trainins to be provided. and orocedures for the transfer of 
data. documentation. files, trainina materials, the ooerations orocedures manual, brochures. oamohlets, 
and all other wrltten materials and records developed in suooort of the NET Broker Proaram. 

In the event DOM desires a turnover of the duties and obliaations of broker to DOM or to a new broker 
uoon termination of the contract, DOM shall aive written notification to notifv broker of the need for 
turnover at least ninetv (90) davs orior to the termination date of the contract. The turnover oeriod shall 
beain on the date soecified bv DOM in the notice and shall continue until DOM determines that all of the 
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broker's contract duties and obliaations have been met. even i f  that date extends bevond the termination 
date of the contract. DOM shall orovide written instructions in the notice reqardinq the packaainq 
documentarion. data formats, deliverv location. and deliverv date of all records. data. and iniormation 
DOM determines are required to orovide for an orderlv turnover. 

The aroker shall comolete all duties reauired in the contract with reaard to reauests for NET services for 
dates of services uo to an0 includina 11:59 p.m. Central Time on the termination date of rhe contract. 
These dbties include. but are not limited to: 

Schedulinq. authorization and wrovision of NET services; 

Successful submission to DOM of all utilization data 

Generation and sendinq of all required notices to oroviders and beneficiaries; 

Validation checks as reauired bv DOM: and 

Submission and connection as necessarv, of all reoorts reauired bv DOM. 

At anv time durina the turnover period, broker shall allow DOM full remote access. durinq reqular 
business hours, to all data records. as reauired in the contract. In addition, DOM mav reauests and the 
broker shall provide the followinq information to DOM: 

lnformation includina, but not limited to, the number, the review status and the comoletion date of 
all transoortation that was scheduled. authorized or orovided bv broker orior to 11 :59 p.m. Central 
T~me on the termination date of the contract and that have not been transmitted to DOM for 
processinq, 

lnformation ~ncludinq, but not limited to. the numoer, the review status and the comoletlon date of 
all transponation that was scheduled. authorized or proviued bv broker orior ro 1159 0.m. Central 
Time on the termination date of the contracl an0 that DOM relurneo to broker as Lnorocessed 
with an error code. 

lnformation on anv other deliverables that are oendina as of 1159 a.m. Central Time on the 
termination date of the contract. includina, but not limited to, anv outstandina reworts, the status of 
anv unresolved complaints or grievances, and the status of anv DOM aooeal hearinas that have 
been scheduled or are in process. 

The broker shall answer anv written auestions from DOM or a new broker reaardinq the review of the 
information and data that broker has transferred to DOM or a new broker. Broker's answers shall be 
in writina and shall be submitted to DOM or the new vendor within five (51 business davs after receipt 
of the auestion. 

DOM shall notifv broker of the date, time, and location of meetina(s) reaardinq the closeout or 
turnover to be held amonq DOM, broker. and anv new broker. Broker shall provide a minimum of two 
individuals to attend the meetinqs. The individuals attendinq shall be oroficient and knowledaeable 
reaardinq the oaaer materials and electronic data to be transferred and delivered to DOM or a new 
vendor. - 

- - 

have been completed. 
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Division of Medicaid New: Date: 
State of Mtsslssippi Revised: X D a k  -WAWW 
Provider Policy Manual Current: 11/01/06 
Section: Non-Emergency Transportation (NET) Section: 12.05 

Paaes: 33 
Subject:kitcwC Modes of Trans~ortation cross Reference: NET 12.02 

Modes of Transportation 

The most common mode of NET services is bv around vehicle. The broker arranaes around NET services 
for Medicaid-eliaibie persons. The broker makes arranqements for NET services for anv Medicaid 
beneficiarv who calls for transportation services and meets the requirements as specified in the eliqibility 
section. (Refer to Eliqibiiitv. section 12.02, in this manual). Contact is made bv the beneficiarv to the 
broker. Broker staff takes the call and verifies the beneficiarv's eiiqibiiitv and medical awwointment and 
that the beneficiarv has no other means of transwortation. The broker staff is responsible for ensurina that 
transportation services are not available throuah other communitv resources. If no other source of 
tranwortation is available, broker staff then contacts a NET orovider on the beneficiarv's behalf and 
makes the necessarv arranqements for transwortation for the beneficiarv to a medical Drovider. The 
broker mav utilize, but is not limited to, the followinq modes of transportation: 

Fixed Route: transportation bV means of a public transit vehicle that follows an advertised route 
on an advertised schedule, does not deviate from the route or the schedule, and picks up 
passenqers at desiqnated stops. This mode of transportation mav also include public transit 
svstems that deviate short distances from established routes to serve para-transit customers. 

Tne oroker shall distribute or arranac for tne a~stribut~on of fixed rouie passes to beneficiaries for 
whom fixed route transportation is tne lnost apwropriate mode ot transportation. 

The furthest distance a beneficiarv mav be required to walk to or from a fixed route transportation 
stow is % of a mile. If broker determines that fixed route transportation is an appropriate mode of 
transwortation for a beneficiarv, but the beneficiaries requests a different mode of transportation, 
Broker mav require the beneficiarv to verifv his or her mobilitv limitations, includina, but not limited 
to, requirina the beneficiarv to suwplv documentation from his or her phvsician. Broker shall 
consider the followina when determininq whether to allow an exception: 

Beneficiarv's abilitv to travel indeoenoentlv. inchoina ine aae of ihe beneficiarv travelinq 
ro rhe medical aopointmenr, and anv permanent or ternporarv oebilitatina olivsical or 
mental condil;on that orecllrdes use of fixed route rransportation: 

Availabiiitv of fixed route transwortation in the beneficiarv's area or cornmunitv, includina 
the accessibilitv of the location to which the beneficiarv is travelinq and whether the 
beneficiarv must travel more than M of a mile to or from the fixed route transportation 

Wnether inclement weather cond;t~ons (~ncludinq exlreme neat and cold) 01 otnec 
Pertinent factors maKe use of ftxed route transportation ~n1easib.e: 
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Whether the fixed route transportation schedule is compatible with the beneficiarv's 
appointment times for the covered medical service. In this instance. "compatible" means 
that the schedule will allow the beneficiarv to arrive at the droo off location no more than 
ninetv (90) minutes prior 20 the scheduled appointment time and will allow the beneficiary 
fortv-five minutes after the estimated time the appointment will end to arrive at the pick-uo 
location; and 

Whether anv special needs of the beneficiarv reauire the coordination of services with 
other providers. 

Private Auto: a beneficiarv's Personal vehicle of the personal vehicle of a familv member or 
friend, to which the beneficiarv routinelv has access to drive or be transported to routine non- 
medical locations such as arocerv stores. schools, and churches. 

Basic Vehicle: a motorized vehicle used for the transportation of oassenaers whose medical 
condit~on does not reauire use of a wheelchair, hvdraulic lift, stretcher, medical monitorinq, 
medical aid, medical care. or medical treatment durina transport. A basic vehicle does not include 
private Auto. 

Enhanced Vehicle: a motorized vehicle equipoed soecif~callv with certified wheelchair lifts or other 
eauipment designed to carrv Persons in wheelchairs or other mobilitv devices. or is eauioped 
soecificallv for the transportation of passenaers who cannot sit uoriaht and are required to remain 
in a lvina position durina transoort. Enhanced vehicles can onlv be used to transoort passenaers 
that do not reauire medical monitorina, medical a~d, medical care, or medical treatment durinq 
transport. An enhanced vehicle does not include orivate auto. 

Non-Emeroencv Ambulance: a motorized vehicle equipped specificallv for the transportation of a 
passenaer whose medical condition reauires transfer bv stretcher with medical suoervision. The 
patient's condition rnav also reauire the use of medical equipment, monitorina, aid, care, or 
treatment, includina the administration Of druas or oxvaen durina the transoort. Non-Emeraency 
Ambulance transports reauirina medical monitorina or suoervision will be referred to DOM's 
Ambulance Proaram. 

If throuqh the NET Broker Proaram. rather than the Ambulance Proaram, the broker authorizes 
transport bv wav of ambulance. the Certificate of Medical Necessitv for Non-Emeraency 
Ambulance Transportation form is not required. This tvoe of transport mav be approved bv the 
broker on an exception basis onlv when the transport is necessarv and does not meet the criteria 
for transoort throuah the Ambulance Proaram. 

Other Transoortation: Anv commercial carrier, such as Amtrak, buses (such as Grevhound) or 
airplanes. The use of commercial carriers must be medicallv necessary and aooroved bv DOM 
prior to transoort. 

As with all Medicald funded services. Medica'd NET services ace availabe onlv as a last resort. Otner 
nowMedicaid fdnded sources oi non-emeroencv transoortation services must oe utilized first. 

Excessive Distance 

The broker mav question whether a covered medical service could be provided closer to the beneficiarv's 
residence. Examples of oossible excessive distance requests include a reauest for NET services to a 
provider that is not in the area where the beneficiarv resides, or a reauest for NET services to a provider 
that is not in the same countv. borderina countv or metrooolitan area in a borderina state for beneficiaries 

~ - ~p -~ 

livinq in r ~ r a l  areas. &on a6roval bv DOM. the broKer mav denv the reauest if the covered medical 
service IS available closer to the beneficiarv's residence and a medical certiiication from a medical 
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provider to cenilv that the beneticiarv is unable to De treafeo at a closer tacilifv is not obtained. The one 
exception to tne medical cerliiication reauirement is t(ansoort to the Universitv Medical Center. Jackson, 
MS. - 
If a beneficiarv has recenllv moved to a new area. broker shall allow lona aistance transoortation for uo to 
ninetv (90) davs i f  necessarv to maintain continuitv of care until the transition of the beneticiarfs care to a 
closer aoorooriate provider can be comoleted. Broker shall monitor the freauencv of aclthor~zations of 
NET services involvina excessive distance oer beneficiarv. 

Travel Time 

The broker shall ensure that NET providers arrive within the scheduled oick-up window. Drivers shall 
make their oresence know to the beneficiarv and wait until at least five (5) minutes atter the scheduled 
pick-up time. if the beneficiarv is not oresent for pick-UD. the driver shall notifv the NET orovider's 
dispatcher before deoartina from the pick-UP location. NET providers cannot chanae the assianed oickup 
time without permission from the broker. If the NET orovider cannot arrive on time to the nick-uo location, 
the NET orovider or broker shall contact the beneficiarv or the beneficiarv's reoresentative and the 
provider. No more than two percent 12%) of the scheduled trips shall be late or missed per dav. 

The NET provider shall schedule trios so that a beneficiarv does not remain in the vehicle for more than 
45 minutes lonqer than the averase travel time for direct transoortation of that beneficiarv. 

Choice of NET Provider 

Beneficiaries mav not request transuortation bv a oarticuiar NET provider. However. broker should strive 
to maintain existinq reiationshios between NET oroviders and beneficiaries, and oroker sho~ld trv to 
accommodate a beneticlarv's reodest for a s~ecilic NET urovider in broker's network. especiallv in the 
1ransoortat;on of beneficiaries v~ith oisabilities. 
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Division of Medicaid New: Date: 
state of Mississippi Revised: X Date: lUBUBCi 
Provider Policy Manual Current: -1 1/01/06 
Section: Non-Emergency Transportation (NET) Section: 12.06 

Pages: 1 
Subject: Cross Reference: 

If reouesls ior NET services falls under one or more of tne demal criteria listed be,ow. broker shall denv 
the request ano enter the reason(s) for the oenial in its information system on the same business dav. 
Broker shall aenerate and mail denial letters to beneficiaries no later than the next business dav iollowinq 
the date denial decision was made. The denial letter shall notifv the beneficiarv of their riqht to auoeal the 
denial. DOM, in its sole discretion. mav add. modify. or delete denial reasons without additional oavment 
to broker or a contract amendment. 

w The beneficiarv is not eliqible for NET services on the date of service; 

The beneficiarv does not have a medical need that requires NET services; 

The medical service for which NET service is requested is not a covered medical service; 

The beneficiarv has access to available transoortation: 

Transportation to the medical service for which NET service is requested is covered under 
another oroqram; 

The request was for oost-transoortation authorization and was not received timelv or did not meet 
established criteria: 

The medical aopointment is not scheduled or was not keat:: 

Broker cannot confirm that there was a medical auoointment: 

The trip was not requested timelv and the request cannot be accommodated because of this; 
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Additional documentation was requested and was not received timelv; 

The beneficiarv refuses the aoorooriate mode of transportation; or 

The beneficiarv refuses the NET Drovider assianed to the trio and another aoorooriate NET 
provider is not available. 
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Division of Medicaid New: Date: 
State of Mississippi Revised: X Date: 4.24@&W 
Provider Policy Manual Current: 11101106 
Section: Non-Emergency Transportation (NET) Section: 12.07 

. . Pages: 4-2 
Subjmt: Cross Reference: 

Trirr Documentation Requirements 

NET Provider Dailv Trip Loas 

The broker shall require that the NET oroviders' drivers maintain dailv trio loas containinq, at minimum, 
the information listed below. Private auto and fixed route trans~ortation are excluded from this 
requirement. 

Date of service; 

Driver's name; 

Provider Policy Manual NET Section: 12.07 
Page 1 of 4-2 



Driver's sianature; 

Attendant's full name (if aoplicable); 

Attendant's sianature (if applicable): 

Vehicle Identification Number (VIN1; 

Beneficiarv's name; 

NET provider's name and number; 

Reauest Trackina Number; 

Mode of transportation authorized; 

Actual start time (from the base station) in militarv time; 

Scheduled oick-up time and actual oick-UP location and time in militarv time; 

Actual drop off location and time in militarv time; 

Actual number of wheel chairs and children, oer trip; 

Odometer mileaae at each point Of oickuo and of drop-off; 

Actual time of medical appointment: and 

Notes, if a~~i icable. At a minim~m, the loa must show notes in the case of cancellations, 
uncompleted reauests, "no-shows", accidents. and incidents. 

Trio Manifests 

At least forlv-eiant (481 hours prior to a lrio. the broner shall Drovide a trip manifest to the NET Provioer. 
To ensure comoliance with the Health Insurance Portabilitv and Accountab;lirv Act iHlP&ALb~ok-er shad 

~ -- -- 

send trip manigsts to the NET orovider bv a facs:mile aevice or secdre electronic t~ansmission. NET 
providers and broker shall have dedkated releohone lines available at all times for faxina odrposes. The 
trio manifests suopiieo to NET oroviders shall include all necessarv information for the dr~ver to ~ r f o r m  - - -  - - - - - - - - - 
the trio, includins but not limited to: 

Reauest Trackina Number, 

The beneficiarv's name; 

The beneficiarv's ohone number: 

The address and time of the pick-up and the address and tlme of the aooointment for covered 
medical service (includ~na the name and phone number of the facilitv2; 

The mode of transoortation; 

The directions to the beneficiarv's home, if aopropriate: 
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Return trio times, if aoorooriate: and 

Anv special needs of the beneficiarv or instructions to the driver. 

If broker sends a trip manifest to a NET Drovider less than fortv-eiaht (48) hours before the o ick-u~ time. 
the broker shall also contact the NET provider bv telephone or electronicallv to confirm that the trio will be 
acceuted. 



Division of Medicaid New: Date: 
State of Mississippi Revised: X Date: 8a/QH84 
Provider Policy Manual Current: - 11101106 
Section: Non-Emergency Transpottation W T )  Section: 12.08 

Pages: 
Subject: 

4-2 
Driver Reaulrements Cross Reference: 
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All drivers shall abide bv state and local laws. The driver reauirements listed below shall aoolv to all NET 
providers with the exceotion of orivate auto. 

All drivers, at a,. times durinq their ernwlovment. shal be at least 18 vears oi aoe and have a 
cJrrent valio driver license to operate the transportation vehic.e to which they are assiqned. 

Drivers who receive citations and are convictea of two movlno violaiions or accidents related 10 
transoonarion ~rovided ~ n d e r  the NET Broker Prooram snail be removed from servke. 

Drivers shall not have had their driver license susoended or revoked for rnovina traffic violations 
in the orevious five (5) vears. 
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The broker shall require that the NET orovider comolv with Mississippi Statute reaardinq criminal 
backaround checks. includina finaerorintina. The broker shall verifv that driver is not listed on the 
Mississipoi Sex Offender Reaistrv. The broker shall conduct criminal backaround checks on all 
drivers. 

All drivers shall be courteous, patient, and helpful to all oassenaers and be neat and clean in 
appearance. 

No driver shall use alcohol, narcotics, illeaai druas, or orescriotion medications that im~air  the 
abilitv to oerform. 

All drivers shall wear and have visible a nametaa that is easilv readable and identifies the 
emolovee and the emplover. 

No oriver shall smoke while in the vehicle. while assistina a beneficiarv, or in the oresence of any 
beneficiarv. Beneficiaries or their attendants shall no1 be allowea to SrnOKe in the vehicle. 

. Drivcrs shall not wear anv tvoe of headohones at anv time while on dulv, with the exception ot 
hands-free headsets for mobile teleohones. Mobile teleohones mav onlv oe used for 
colnrn~nication with the NET ~rovider or to call 91 1 in an emerqencv. 

. Drivers shall orovide an aooropriate level of assistance to a beneflciarv when reauestea or when 
necessi~aled by the beneficiarv's mobilitv status or Dersonal condition. This includes Curb-to 
Curb. D o o r - t o t  - -  -~ ~ -- -~ 

point, tne ariver shall confirm that tne beneficiarv is safelvinside the destination.-The &:ver is 
responsible for properlv secdrinq anv mobilitv devices utilized bv the oeneficiarv. 

Drivers shall assist beneficiaries in the Process of beinq seated and confirm that all seat belts are 
fastened orooeriv, and that all oassenaers are safelv and properlv secured. 

Upon arrival at the destination, the driver shall oark the vehicle so that the beneficiarv does not 
have to cross streets to reach the entrance of the destination. 

. The driver shall not leave a beneficiarv unattended at anv time. 

If a beneficiarv or other oassenaer's behavior or anv other condition impedes the safe operation 
of the vehicle. the driver shall oark the vehicle in a safe location out of traffic, notifv the 
dispatcher, and reauest assistance. 

No driver shall  ouch anv oassenaer except as aoprcoriate ano inecessarv lo assist the oassenaer 
into or out of the vehicle, into a seat and lo secure the seatbell. or as necessarv lo render first aio 
or assistance tor vrhicn the dr:ver has been trained. 

When aooropriate, drivers must provide oral directions to oassenaers. 

. In the event of an emerqencv such as an acciaenr. incident, or vehicle brealtdown. the oriver 
must norifv the NET provider immediatelv to report the breakdown and arranae for alternative 
ifansoortation for The beneficiarv or beneficiaries on board. 

The ariver sha.1 report all no-shows immediarelv to the NET oroviaer ano the NET oroviaer must 
notifv oroker so that the aurhorization mav be cancelled. 
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In addition to anv federal, state, countv, or local requirements, all vehicles shall meet the following 
reauirements: 

The number of persons in the vehicle, includinq the driver. shall not exceed the vehicle 
manufacturer's approved seatina capacitv. 

All vehicles shall have adequately functioninq heatina and air-conditionina svstems and shall 
maintain a temperature at all times that is comfortable to the beneficiarv. 

All vehicles shall have functionina seat belts and restraints as reauired bv federal. state. countv, 
or loca, statJte or oro,nance. All s2cn vehicles sliaii nave an easilv visable inter or s:on that stares: 
1 
not in use. 

Each NET orovider shall have at least two (21 seat belt extensions available. 

For use in emeraencv situations. each vehicle shall be eauipped with at least one seat belt cutter 
that is kept within easv reach of the driver. 

All vehicles shali have an accurate. operatina speedometer and odometer. 

All vehicles shall be eauipped with an interior mirror for monitoring the aassenaer compartment. 

The exterlor of all vehicles shall be clean and free 01 broken mirrors or w~ndows. excessive arime. 
malor dents or paint damaae that detracts from the overall appearance of the vehicles. 

The interior of all vehicles shall be clean and free of torn 'uoholsterv. floor or ceilina coverina 
damaaed or broken seats: protr~dina sharp edoes: dirt, oil. qrease or litter: or hazardous debris or 
unsecured items. 

. All vehicles shall have the NET provider's business name and telephone number disolaved on at 
least both sides of the exterior of the vehicle. The business name and phone number must 
appear in letterinq that is a minimum of three (3) inches in heiaht and of a color that contrasts with 
the surroundinq backqround. 

TO complv with confidentialitv reauirements. no words mav be disolaved on the vehicle that 
imolies that Medicaid beneficiaries are beina transported. The name of the NET provider's 
business may not implv that Medicaid beneficiaries are beina transoorted. 

The vehicle license number, brokers tol-lree, an0 local ohone number sr.all oe orom.nenll~! 
alsolaved on the inierior of er;cll behicle. Thls Inlormation an0 the coinpia.nt procedures snail be 
clearlv vis:ole and available .n wrirten format in each venicle for alstr~oufion ro benef1c:arics boon 

Provider Policy Manual NET Section: 12.09 
Page &&4 



Smokinq shall be prohibited in all vehicles at all times. All vehicles shall have an easiiv visible 
interior sign that states: "NO SMOKING". 

All vehicles shall carrv a vehicle information packet containing vehicle reaistration, insurance 
card, and accident procedures and forms. 

All vehicles shall be operated within the manufacturers safe operating standards at all times. 

All vehicles shall be equipped with a first aid kit stocked with antiseotic cleansinq wtpes, triple 
antibiotic ointment, assorted sizes of adhesive and qauze bandaqes, tape, scissors, latex or other 
lmoermeable gloves and sterile evewash. 

Each venic~e sha~l conlain a current ma0 of the aDP,lcaole oeoqrapn;~ srea v~i lh s~if;cienr dera~l 10 
locate benetlciarv and proviaer addresses. 

Each vehicle shall be eauioped with an appropriate workinq fire extinguisher that shall be stored 
in a safe, secure iocation. 

Insurance coverage for all vehicles at all rlmes odr ;n~  the coniract perloo shall oe in comp,iance 
citn state lav~. and anv coutitv or cilv ordinance. 

Each vehicle sliall be eau~pped witn a "soill 61r" rhat :ncl~des . i a~ .d  sp:~l aosorbent. latex or olner 
~noermeabie aloves, hazaroous wasre oisaosa. oaqs, scrub o r ~ s h ,  o:s~nfecrant. an0 oeodor'zer. 

The broker shall maintain documentation on the liftino ca~aci tv of each vehicle in its network in 

The broker shall require that evelv vehicle in a NET provider's fleet has a real-time link, phone. or 
two-wav radio. Paaers are not acceptable as a substitute. 

The broker shall have in its network. NET oroviders that have the capabilitv to perform bariatric 
transports of patients UP to 800 oounds. 

Vehicles shall complv with the Americans With Disabilities Act (ADA) Accessibilitv Specifications 
ior Transportation. The broker shall supolv all NET providers with a copv of the ADA vehicle 
reauirements and inspect the vehicles for comoliance during the scheduled bi-annual vehicle 
insoections. Vehicles used for transoortinq beneficiaries with disabilities must be in compliance 
with applicable ADA vehicle requirements in order to be approved for use under this proaram. 

The broker is responsible for ensuring that NET providers maintain all vehicles to meet or exceed local. 
State. and federal reauirements, and manufacturer's safetv mechanical operatins, and maintenance 
standards. The broker shall: 

insoect all NET providers' vehicles orior to the Operations Start Date and at least everv six 16) 
months thereafter. The broker is not reauired to inspect private auto vehicles. 

Test all communication eauioment during reqularlv scheduled vehicle inspection. 

Joon compler~on of a s~~ccessful ins~ecrlon. at1 .nsDecr:on sr.c6er ao~roved ov DOM snall be 
applied to the veh.c.e. The broker shzll place the :nsoeciion st ic~er on rhe olrrsiae of ihe 
oassenaer sde reer wlndow in rhe lower rluhl corner. Records of iiispeclolis shall oe m a n k ~ n  - - 

and made available to DOM upon reouest. 
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Authorized emplovees of DOM or broker shall immediatelv remove from service anv vehicle or driver 
found to be out of compliance with these requirements or with anv State or federal requlations. The 
vehicle or driver mav be returned to service onlv after the broker verifies that the deficiencies have been 
corrected. Any deficiencies and actions taken to remedv deficiencies shall be documented and become a 
part of the vehicle's and the driver's permanent records. 
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Division of Medicaid New: Date. 
stat% of Mlsslssi~~i Revised: X ~it&:-WW&l 
Provider Policy ldanual Current: 11/011DE, 

Section: Non-Emergency Transportation (NET) Section: 12.10 
Pages: 2 

Subiect: P Cross Reference: &0&%mW 
Teleuhone Svstem Reauirements 
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Teleohone Svstem Requirements 

The NET broker shall maintain a Call Center in Mississippi within five (5) miles of the Caoitol Complex. 
The Call Center shall include at least one statewide toll-free teleohone number for receiot of requests for 
NET services and another toll-free teleohone number for all beneficiaries to call if their ride is more than 
15 minutes late. The numbers shall be answered bv live operators Mondav throuah Fridav. 7:00 a.m. to 
6:00 o.m. Central Time lncludina state holidavs except for New Year's Dav. Memorial Dav. lndewendence 
Dav. Labor Dav. Thanksaivinq Dav and Christmas Dav. Calls placed durina hours that the Call Center is 
not ooen shall receive a voice messaae. in Enalish statina the hours of operation and advisina the caller --- - -- 

to dial "911". or the aapropriate emeraencv number, if there is an emeraencv. The broker shall maintain 
and ooerate a telephone device for the deaf (TDD) for callers who need ;uch a device. 

Oral contact between broker and a beneficiarv shall be in a lanauaae the beneficiarv understands. The 
broker shall emolov Enqlish-speakinq Call Center Staff. Where the lanquaqe is other than Enalish, broker 
shall offer and, if accepted bv the beneficiarv. supwlv interpretive services. If a beneficiarv requests 
interwretive services bv a familv member or acquaintance, broker shall not allow such services bv anvone 
who is under the aqe of 18. 

The broker sha., ensure that its Call Center Staff treat eacn caller with o~anitv and respect the caller's riqhr 
to ~r ivacv and confident~alitv. The broker shall orocess all incomina teleohone inquires reaardina NET 
Services in a t;melv. responsive an0 courteous manner. Tele~hone staff shall oreet callers and shall 
. .  .~ 
ldentifv broker and themselves by name when answerina. 

The broker shall ooerate an automatic call distribution svstem. Callers shall be advised that calls are 
monitored and recorded for aualitv assurance ourooses. Administrative lines need not be recorded. The 
automatic call d~stribution svstem and reportina svstem shall be able to record and aaareaate the 
followina information and shall be able to produce the reports specified herein and ad hoc reports that 
DOM mav request on a dailv, weeklv, or monthlv basis. 
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number of incominq calls; 
number of call receivinq busv sianals: 
averaqe time until there is a resoonse from the automated voice response svstem; 
number of calls that are abandoned durins the wait in aueue for interaction with Call Center Staff; 

* averaqe and maximum time soent in aueue before abandonment for calls that do not reach Call 
Center Staff; 
number of calls that reach Call Center Staff; 
averaqe and maximum time soent in a u e ~ e  between the initial automated voice pick-~p ana 
interaction with Call Center Staff; 
averaae and maximum time soent in queue for ail calls: . identitv of the Call Center Staff member takino the call and autnorizina the reauesl: 

= averaae and maximum talk time; 
averaqe ano maximdm ouration of calls tnat reach Call Center Sraff. from the oolnt of pick-up of 
the automated voice response svstem 10 the conclusion of the call; 
unduplicated number of calls olaced on hold at any point after the Initial call response; 
averaqe and maximum time calls that are placed on hold: 
number of calls that are abandoned while on hold: 
dailv percentaqe of abandoned calls: 
number of calls received that are unrelated to the NET Broker Proqram; 
number of available ooerators bv the time of dav and the dav of the week. in quarter-hour 
increments. 

The broker shall analvze data collected from its phone svstem as requested bv DOM and as necessarv to 
perform qualitv assurance and improvement, fulfill the reportina and monitorinq reauirements of the 
contract, and ensure adeauate staffina. The broker shall route incominq calls to multiple areas of 
operation. includina an Enqlish-speakinq beneficiarv aueue and orovider queues. DOM mav require 
additional queues upon written notice. 

The broker shall maintain sufficient eauioment and Call Center Staff to ensure that on a monthlv basis: 

Fewer than five ( 5 )  percent of incomina calls receive a busv sianal; 

The automated voice resoonse svstem is Droarammed to answer all calls within three rinqs: 

The averaqe queue time atter the initial automatic voice response is five ( 5 )  minutes of less: 

The averaqe abandonment rate is no more than 7%; 

Sufficient qualified staff are available on-site to commun~cate with callers who speak Enalish and 
an Interpreter teleohone service is available for callers who are non-Enalish speakina: and 

The broker maintains and operates a telephone device for the deaf (TDD). 

The broker shall record all lncomina calls for qualitv control. Droqram intearitv, and trainina purposes. The 
broker shall provide prior notification to the caller that the conversation will be recorded. The broker shall 
maintain the recordinqs for up to twelve (12) months. at the direction of DOM. 

The broker shall monitor at least two (2) "live' calls of each Ca~l  Center Stan member on a monthlv basls 
bv listenina to the conversation as it occurs. The bro&er shall bse this monitorinq to identify problems or 
;Ssues. for qualilv control and trainina purposes. The broker shall document ano retain results of thls 
monitorinq and subseauent trainina and submit such documentation to DOM uoon DOM's request. 

In the event of a power failure or outaqe, the broker shall have a batterv back-up svstem capable of 
oaeratina the telephone svstem for a minimum of eiaht (8) hours. at full caoacitv, with no interruption of 
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data collection. The OroKer shall notifv DOM immedialelv when its phone svstem is on batlerv power or is 
inoperative. The broker shall have a manual back-uo procedure to allow ir to conrinue ro take reauesrs if - - - - 

its comwuter svstem is down. 

The automated call distribution (ACDI loas shall be maintained dailv, tallied, and sent to DOM on a 
monthlv basis in the reportina format s~ecified bv DOM. The broker shall also maintain dailv loas on the 
Telephone Call Center to com~lv  with the reportino reauirements of the contract. 
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Division of Medicaid New: Date: 
State of Mississippi Revised: X Date: -ga/gUgq 
Provider Policy Manual Current: -1 1/01/06 
Section: Non-Emeraencv Transportation (NET) Section: 12.11 

Suwect: cross ~eferens: 
Monltorind Qualitv Assurance e 

Monitorinq 

The NET oroder snail oevelop and ilnole~nent a plan for monitorina NET oroviders' compliance witn all 
applicable ,ocal. State and federal laws and readlations. The brolcer shall ensure that NET orovioers 
com~lv with the terms of their s~bconlracts and all NET orovider-related reauirements of the contract. 
includina driver regbirements, vehicle reauirements. complaint resolbtion requirements. and the delivery 
of courteous. sale. tilnelv. and efficient transportation services. Mon;tor:na ac1:vit.e~ shall include. ~ J I  are 
not limited to: 

On-street observations; 
Accident and incident reoortina; 
Statistical reoortino of trios; 
Analvsis of complaints; 
Driver licensure. drivina record. experience, and trainina; 
Particinant assistance: 

~ - -  

Completion of drivel. trio IOU~; 
Driver comrn~nication with disoatcner: and 
Robtine scheduled vahicle insoect:ons and maintenance. 

The broker shall have written procedures for ensurina that an appropriate corrective action is taken when 
a NET Drovider furnishes inapprooriate or substandard services, when a NET orovider does not furnish 
services that should have been furnished, or when a NET provider is out of compliance with State or 
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federal laws or reaulations. The broker shall report auarterlv to DOM on monitorino activities, monitoring 
findinqs, corrective actions taken. and improvements made bv the NET provider. 

As part of the monitorina process, the broker shall conduct everv six (6) months, a beneficiary satisfaction 
survev reaardinq the NET Broker Prosram. The initial six (6) month period shall be the first six (6) months 
durina which the broker delivers NET Services. The survev topics shall include. but are not limited to (11 
confirmation of a scheduled trip: (2) driver and broker staff courtesv: (3) driver and attendant assistance. 
when rewired: (4) overall driver behavior: (5) driver safetv and operation of the vehicle; (6) condition. 
comfort. and convenience of the vehicle: and (7) ounctualltv of service. The purpose of the survev is to 
verifv the availabllitv, auarouriateness and timeliness of the trips orovided and the manner in which 
broker's staff and the NET provider's staff interacted with beneficiaries. The survev responses received. 
and broker's analvsis of those responses shall be submitted to DOM no later than sixtv (60) davs after the 
survevs are mailed. 

Validation Checks 

The broker's oav~nent procedures shall ensure thar NET uroviaer claims for reimbursement match 
Uthorized trips and that the trips actuallv occurred. The broker shall validate that transoortarion services 
paid for under the contract are prouerlv authorized and rendered. The broker snall perform validation - - -  ~ ~ - - - - - - ~- 

checks on a random sample of at least 5%~of NET service reauests in a month, both prior to the 
authorization of the reauest and after the services are rendered, as specified below. DOM, at its sole 
discretion. mav require validation checks of trios to specific services. The broker shall conduct random 
ore-transportation validation checks prior to authorizina the request for no fewer than 3% of the NET 

~ - 

Services requests received in a month. The broker shall contact the provider and verifv that the 
beneficiarv has an appointment for a covered medical service. The broker shail not verifv the medical 
necessitv of an appointment. If the broker verifies with the orovider that no apoointment exists, or that the 
service is not a covered medical service. the broker shall record in its computer svstem the reason for the 
failed validation check, and broker shall denv the reauest. If a ore-transportation validation check cannot 
be completed because the call to the orovider resulted in a busv sianai or no answer. broker shall flaa the 
request for a post-transportation validation check, and the attempt at validation shall not be counted 
toward the 3% requirement. 

The broker shall conduct random post-transportation validation checks on no fewer than 2% of the NET 

- - ~ -- - ~- ~~ ~ - 
no auoo~ntment,tnat the appointment was not kept or r h z h e  service was not a covered medical service. 
broker shall record in it cornouter svstem the reason for the failed va1idat:on check. If a post-transportation 
validation check cannot be completed because rhe call to the provioer resulted in a busv sianal or no ~- ~ - - ~ - - 

answer after three (3) attempts. broker shall enter into its svstem information that will alert the Call Center 
Staff that anv future requests to this specific provider shail be validated before it can be authorized. 

The broke1 shall petform pre-~ransporiation and oosr-transportation va1:datlon checks for a percentaqe of 
fixed route lransoortalion to be established bv DOM. 

Monitorinq Activities Conducted bv DOM 

DOM wlll monitor the broker on an on-qoinq basis to ensure that services are beina orovided in 
accordance with the terms of the contract. DOM, the Mississipoi Department of Audit, Department of 
Health and Human Services (DHHS). Centers for Medicare and Medicaid Services (CMS), the Office of 
lnsoector General (OIG), the General Accountinq Office (GAO). or anv other audltina aaencv urlor- 
approved bv DOM. or their authorized representative shall at all reasonable times, have the rioht to enter 
onto the broker's aremlses. or such other places where duties under the NET broker contract are being 
performed. to inspect, monitor, or otherwise evaluate (includina periodic svstems testina) the work being 
performed. The broker must provide access to all facilities and assistance for DOM and Mississippi Audit 
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Department representatives. All inspections and evaluations shall be oerformea in such a manner as wil. 
not unduly oelav work. Refusal bv the broker 10 allow access lo all documents. papers. letters or other 
marerials shall cons1;rute a breach of contract. All a~d; is pertormed bv persons other thanDOM staff will - - - - - -- -- 
be coordinated throuah DOM and its staff. 

Broker Activitv R e ~ o r t s  

The broker will be reauired to provide DOM with reports and ut~lization data related to the broker's 
activities. DOM will provide the broker with e listina of reauired reports and utilization data. These reports 
and data items will be due within the tlmeframes stated. DOM reserves the riaht to request ad-hoc reports 
and modifv the listina at anv time. 

Performance failures bv the broker mav cause DOM to access liquidated damaaes against the broker. 
(See Section 12.141 
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Division of Medicaid New: Date: 
State of Mlssissippl Rwised: X Date: -CWWUW 
Provider Policy tdanuat current: -1lM1106 
Sectlon: Non-Emergency Transporntien [NET) Section: 12.12 

Pages: 1 
Subject: Cross Reference: 

Comvlaint Resolution Grievance, and Anveal 

Comvlaint Resolution 

The broker is responsible for receivina, investiqatina, and resaondinq to anv com~laint/urievance 
reaardinu the NET Broker Proaram from beneficiaries, their careqivers, NET providers, and aroviders. 
The broker is responsible for develooina a com~iainWurievance resolution process that must be approved 
bv DOM. 

The broker shall asslan each compliant a uniaue trackina nrlmoer. The broker shall respond io a 
comalainant within one (1) business dav afler receipt of a complaint. The broker snall attempt lo resolve 
comalaints in accordance with the approved comalain resolution process. The broker shall work with all 
parties and DOM, as necessarv, to resolve the complaint. 

The broker's comwlaint Iarievance resolution orocess shall include the riqhts of anv partv in the complaint 
process to appeal its decision. If the comwlaint involves a denial of service. the broker shall maintain 
records and provide documentation reqardinu the denial. DOM will have the final authoritv reqardinu anv 
denials of service. 
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Division of Medicaid New: Date: 
State of Mississippi R e v i d  X Date: W30Wij 
Provider Polby Manual Current: -1 1/01/06 
Section: Non-Emergency Tmnaportetion (NET) Section: 12.13 

Pages: 
Subject: M&W&$-Fraud 

-4.1 - Cmss Reference: 
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The broker shall refer suspected fraud. abuse, or misuse bv beneficiaries. NET providers, providers, or 
broker staff to DOMs Bureau of Proaram lntearitv within three (3) business days after discoverv of the 
suspected fraud, abuse, or misuse. The referral shall detall the NET provider's name and number. the 
beneflaarv's name and Medicaid ID Number. the provider's name and provider number and a narrative of 
all information the broker has reaardina the suspected fraud, abuse, or misuse, includinq whether the 

The broker's staff and manaaement shall be available and shall fullv coooerate with anv investiaation or 
review. The broker shall require adherence with these reauirements in anv contracts it enters into with 
subcontractors. NET providers, or providers. 

Tne Buieau of Proaram Intear;tv mav be contacted at (800) 880-5920 or (601) 359-6050 oral the address 
for tne Division of Medicaid. Bbreau of Pr0aram Integrity, 
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Division of Medicaid New: Date: 
State of Mississippi Revised: X Date: 88/81484 
Provider Policy Manual Current: -11101106 
Section: Non-Emergency Transportation (NET) Sectim: 12.14 

Paaes: *2 
SubJect: ~ I a u l d a l l o n  Damaaes C&s ~eference: 

Because performance failures bv broker mav cause DOM to incur additional administrative costs that are 
difficult to compute. DOM mav assess liauidated damaaes aaainst the broker pursuant to this section and 
deduct the amount of damaaes from anv oavments due broker. DOM. at its sole discretion, mav establish 
an installment deduction plan for the amount of anv damaaes. The determination of the amount of 
damaaes shall be at the sole discretion of 'DOM's within the ranges set forth below. Self-re~ortina by 
broker will be taken into consideration in determinina the amount of damaaes to be assessed. Unless 
specified otherwise, DOM will aive written notice to broker of the failure that miaht result in the 
assessment of damaaes and the D ~ O U O S ~ ~  amount of the damaaes. Broker shall have thirtv (30) davs 
from the date of the notice in which to dispute DOM's determination. DOM at its sole discretion, may 
access damaaes between 51 and 55,000 for each failure that occurs or remains uncorrected: 

* Failure of broker to correctlv authorize. schedule and Drovide NET services, where DOM 
determines that there is a pattern of such failures. 

Failure by broker to educate beneficiaries. providers, and NET providers, where DOM determines 
that there is a pattern of such failures. 

Failure bv broker to maintain a current NET Provider Manual and Operations Procedures Manual. 
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Failure bv broker 10 cnsure that orivers an0 vehicles meet rhe m~nimum reauirements or failure by 
broker to oerform reauired vehicle insoections. 

Failure bv broker to maintain a NET orovider network adeauate to meet the needs of the contract. 
as determined bv DOM. 

Failure bv broker to make timelv oavment to NET oroviders as reauired and where DOM 
determines that there is a oattern of such failures. 

Failure bv broker to meet the aualitv assurance and monitorina reauirements, includina Customer 
Satisfaction Survev. detailed in the aualitv assurance plan and monitorina olan. 

Failure bv broker to develoo or maintain all reauired electronic and data svstems. 

Failure bv broker to meet one or more of the Telephone Svstem reauirements in anv month. 

Failure bv broker to maintain staffinq levels, includina the number and aualifications of staff, and 
provision of kev positions 

Failure bv broker to conduct ore-transoortation and oost-transoortation validation checks as 
reauired. 

Failure bv broker to authorize and schedule NET services within the established timeframes. 

. Fall~lre bv broker to submit by the due dale any reporr. data or other inaterial require0 bv me 
contract, othef than urilization data. DOM will a.ve written notice to brolter. via fax. overnioht mait. 
or thorouah reaular mail. of the late reoort. data, or material. Broker shall have thirtv (301 davs 
followinp receipt of the notice in which to cure the failure bv subrnittinq the complete and accurate 
reoort. data, or material. 

If the report, data, or material has not been submitted with the thirtv (30) dav period. DOM without further ----- 
notice (nay access oarnaqes and bealnnlna at each Ween (15) dav oer~od in wn~ch the complete and 
accurale reoort, data, or ~nater~al has not been subm~tted, and retroacrlve to the or,qlnal due date. DOM 
lnav make a separate damaaes assessment for each ftfteen (15) day oer~od 

Utilization Data 

In reaards to utilization data, liauidated damaaes mav be assessed for the foil ow in^ . Failure of broker to meet the accuracv reauirements for submission of utilization data. 
includina an acceptance rate of at least 98% 

• Failure of broker to submit the Utilization Data Report on the dav of the week specified by 
DOM mav result in the assessment of damaaes of UD to $1.000 Der dav for each dav the 
report is late. 

Failure of broker to submit all utilization data witnin five (5) months afrer the date of 
service where DOM determines that there IS a oatrern of such fail~res. mav resull in tne 
assessment of darnaaes of uo to $10.000 per occurrence. 

Failure of broker to complv with the close out and turnover requirements mav result in the 
assessment of damaaes of uo to $25.000. which if imposed, shall be deducted from the 
final ~avment to be made to broker. 

Anv other failure ot broker thar DOM determines conslitules a substantial non-comoliance 
with anv material term of !he contract not s~ec;ficallv enumerated herein. 
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The followina terms will have the meaninas defined below: 

Available Trans~ortation: transaortation to a covered medical service that can be orovided safelv bv a 
beneficiarv, friend, or relative. The driver must have a valid driver license and there must be an 
automobile available to the driver. 

Beneficiarv: anv individual receivina medical assistance for whom NET services is a covered medical 
service. 

Complaint: an oral or written exoression of dissatisfaction by a beneficiarv, a beneficiarv's family 
member or other reS~0nsibie oartv, or a orovider or NET orovider. 

Covered Medical Service: a medical service that is eliaibie for reimbursement under DOM's Medicaid 
Proaram, excludinq anv services desianated bv DOM. 

Curb-to-Curb Service: transportation orovided to passenqers who need little i f  anv assistance between 
the vehicle and the door of the oick-uo ooint or destination. The driver shall orovide assislance accord~nq 
to rhe beneiic:arv's needs. bbt assistance shall not incluoe the liftino oi anv beneficiarv. The driver shall 
remain at or near the vehicle and not enter anv buildinos. 

Door-to Door Service: transoortation omvided to beneficiaries with disabilities that need assistance to 
safelv move between the door of the vehicle and the door 01 the aassenaer's pick-UP ooint or destination. 
The driver shall exit the vehicie and assist the beneficiarv from the door of the pick-UP point, e.a., 
residence, escort the oassenaer to the door of the vehicle and assist the oassenaer in enterina the 
vehicle. The driver shall assist the beneficiarv throuahout the trip and to the door of the destination. 
Drivers, exceot for ambulance oersonnel, should not enter a residence. 

Encounter: For the purposes oi the NET Broker Proaram. an enco~nter is a trio lea that has oeen 
comolered bv the NET prov:der and has been reimbursed bv the broker. 

Familv Plannina Eliqibility: Women of childbearina aae, defined as ages 13-44, whose income does 
not exceed 185% povertv and who are not otherwise Medicaid-eliaible, aualifv for Medicaid covered 
familv rtlannina services onlv. These services do not include transoortation services. 

Hand-to Hand Trans~ortation: transoortation of a beneficiarv with disabilities from an individual at the 
pick-uo ~ o i n t  to a facility staff member, familv member or other resoonsible oartv at the destination. 
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Hospital Discharqe: notification bv a hosoital that a beneficia~v is reaov for dlscharae. A hosp:ta, 
discharae shall be considered an uraent trio. 

Mode of Transportation: Categories of NET to be used in the NET Broker Proaram are as follows: 

Fixed Route: transportation bv means of a public transit vehicle tnar folloivs an advertise0 route 
on an advertise0 schedule. does not deviare from the route or the schedule. and picks LD 
passenqers at desionated stops. 

. Private Auto: a Deneficiarv's oersonal vehic,e or thc personal venicle of a familv member or 
friend, to which the beneficiarv routinelv has access to drive or be trans~oned to routine non- 
medical locations such as arocerv stores, schools and churches. 

s Basic Vehicle: a motorized vehicle used for the transoortation of passenaers whose medical 
condition does not reauire use of a wheechair, hydraulic lift. stretcher, medical monitorinq, 
medical aid. medical care or medical treatment durina lransport. A basic vehicle does not include 
Private Auto. 

Enhanced Vehicle: a motorized vehicle equipped spec~icallv wirh certilied wheelchair l:fls or 
other equipmenr desiqned to carrv persons in wheelchairs Qr other mobilitv oevices, or is 
eOUiP~ed soecificallv for the trans~ortation of vassenaers who cannot sit uoriaht and are reauireo 
to remain in a lvina oosition durina transport. Enhanced Vehicles can onlv be dsed ro transport 
passenaers that do not reouire medical monitorina, medical aid. medical care, or medica 
treatment durina transport. Private Auios are no1 included in this definition. 

Non-Emeraencv Ambulance: a molorizeo vehicle equippea s~ec:ficallv for the tratisoonation of 
a Dassenaer ivhose medical condhion reauires rransfer bv stretcher with medical suoervision. The 
patient's cond:tion mav also reauire the hse of medical eauioment. monitorinq, aid. care, or 
trearment. includina the administration of druos or oxvaen durlna the transport. 

Other Trans~ortation: Anv commercial carrier, such as Amtrak, buses (such as Grevhound) or 
airplanes. 

Non-Emerqencv Medical Transportation (NET) Services: necessarv non-emeraencv transportation 
services provided to Medicaid eliaible beneficiaries to ensure reasonable access to and from covered 
medical services. Necessarv transoortation is defined as the mode of transportation available that is most 
ao~rooriate to the needs of the beneficiarv. 

NET Provider: a person or entitv that is approved bv DOM and oarticipates In the network of the broker 
to furnish NET services to beneficiaries under the Medical Assistance Proaram. 

On Time: the oeriod beainnina 15 minutes before the scheduled pick-uo time and endinq 15 minutes 
after the scheduled oick-UP time. 

Person: anv individual. corporation. proprietorsh;~. firm. partnersnip. I~mited liabi,;tv companv. limiteo 
partnership. trust. association, aovernmenral authoritv or other entitv. whether acrina in an individual. 
fiduciarv or other capacit~ 

QI-1: Qualified Individual-1. In the QI-I Proaram. Medicaid pavs the beneficiarv's Medicare part B 
premium. A QI-1 does not aualifv for transportation services. 

QMB: Qualif~ed Meoicare Beneficiarv. In the OMB Proqram. Meoicaid pavs the beneflc;arv8s Medicare 
premiums, deductibles. and coinsurance. A QMB beneficiarv does nor adalilv for transporlation services. 

Sinqle Trio: a request or authorization for NET service to a sinqle covered medical service appointment 
[can be one or multiple trip IeasL 
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Standinu Order: a rea~est or authorization for NET services to multiple recurrina medical apaointments 
for the same beneficiarv with the same provider for the same treatment or condition. 

SLMB: Specified Low-Income Beneficiarv. In tne SLMB Proaram, Medicaid pavs tne beneficiarv': 
Medicare Pa~t  B aremiurn. A SLMB beneficiary does not aualifv for transaortation services. 

State: the State of Missasipoi, as represented throuah anv aaencv, department, board, or commission. 

State Facilitv: anv facilitv, site, or location owned, manacled, controlled, or operated bv the State. 

Third Partv: anv entrv other than DOM, the broker, or anv of their respective Affiliates. 

T r i ~  Leu: one-wav transportation from an oriain to a destination. 

Urqent Trin: NET services reauired for an unscheduled episodic situation in which there is no immediate 
threat to life or limb but the beneficiarv must be seen on the dav of the request. A hosaital discharae shall 
be an urqent trip. 
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-r 
Reserved For Future Use 

Section 12.16 is RESERVED FOR FUTURE USE. 
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