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STATE OF MISSISSIPPI
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DIVISION OF MEDICAID
Miss. Division of Medicaid Specific Legal Authority Authorizing the promulgation of
c¢/o Ginnie McCardle, Spee. Proj. Officer Rule: _Miss Code Ann. §43-13-121(1972). as amended
Robert E, Lee Building
239 N. Lamar Street
Suite 801 Reference to Rules repealed, amended or suspended by the
Jackson, MS 39201-1399 Proposed Rule :
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http://www.dom.state.ms.us

Date Rule Proposed:

Explanation of the Purpose of the Proposed Rule and the reason(s) for proposing the rule: . .
AIP 2006-60. Provider Boflcy Manual gpdates section 12 regard1"111(¢g)NonPEm%rgen%y Transportation (NET) to include:

introduction, eligibility, transportation of nursing facilify residents, broker responsibilitics, modes of transportation, trip
denials, trip documentation requirements, driver requirements, vehicle requirements, telephone system requirements,
monitoring/quality assurance, complaint resolution, grievance, and appeal, fraud, liquidation damages, definitions,
reserved for future use in sections 12.01 - 12.16 respectively.

The Agency Rule Making Record for this rule inclading 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.

[C]An oral proceeding was held on this rule:
Date:
Time:
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

[X]This rule as adopted is without variance from the proposed rule.

[CIThis 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.

[[IThe 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 commenis submitted in response thereto, and

The Notice of Proposed Rule Adoption provided fair warning that the outcome of the proposed rule adoption could
be the rule in question.

The entire text of the Proposed Rule including the text of any rule being amended or changed is attached.

e: November 1, 2006

%i:ector

ignature afid Title of Person Submitting Rule for Filing

Effective Date o

SOS FORM APA 002
Effective Date 07/25/2005



e

Division of Medicaid New: Date:

State of Mississippi Revised: X Date: 42/01/08
Provider Policy Manual Current: —11/01/06
Section: Non-Emergency Transportation (NET) Section: 12.01

Pages: 1
Subject: Introduction - Cross Heference: 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 administer the Medicaid program in Mississippi.

NET services are defined as medically necessary transportation for any beneficiary who has no other
means of transportation available to any Medicaid-reimbursable service for the purpose of receiving
freatment, medical evaluation, obiaining prescription drugs or medical equipment. Beneficiaries enrolied
in_ihe Qualified Medicare Beneficiary (QMB), Specified Low Income Beneficiary (SLMB). Qualified
Individual {QI-1). or Family Planning eligibility cateqgories are nat eligible tc receive NET.

The Division has developed a NET Broker Program in order to provide Medicaid NET by means of
appropriate vehicles to include wheelchair vans. taxis. minivans. sedans. and public transporiation buses.
The broker operates statewide and the broker determines the transportation provider who provides each

fransport.

Provider Policy Manual NET Section: 12.01
Page 1 of 1
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Division of Medicaid New: Date:

)

Staie of Mississippi Revised: X Date: -03/04/04
. Provider Policy Manual Current: 11/61/06
Section: Nen-Emergency Transporiation (NET) ~Section: 12. 02
Pages: 1
Subject: Eligibility Cross Reference: NET 42:44-12.03

In_order 1o be eligible for NET setvices, a beneficiary must be currenily eligible to receive Medicaid
services. Beneficiaries in the following Categories of Eligibility are not eligible 1o receive NET setvices:

e  Family Planning
¢ Qualified Medicare Beneficiary (QMB)

=  Specified Low-Income Medicare Beneficiary (SLMB)

e  Qualified Individual (Ql-1)

The possession of a valid Medicaid card does not automatically render a Medicaid beneiiciary eligible for
NET services. In addition io being in an eligible category of eligibility, a beneficiary must:

e require the services covered by Medicaid from a Medicaid approved provider:

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

e not have exceeded any service limits associated with the covered service; and

e notreceive transportation services 1o medical services from any 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 may request that family member of friend serve as their attendani during a transpori. The
broker may require that the need for an atiendant be verified by a written medical cenification from the
medical provider. In_addition, medical certification may be required if the beneficiary is_requesting

transportation_other than to the nearest appropriate provider. All transporis by public air will require
wriiten cettification.

Besidents of Long Term Care Facilities may be fransporied to dialysis services through the NET Broker
Proaram. Refer to section 12.03 Transporis of Nursing Facility Residents,

Provider Policy Manual NET Section: 12.02
Page 2-ef2
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Division of Medicaid New: Date:

State of Mississippi Revised: X Date: 32/0H0E
Provider Policy Manual Current: 11/01/06
Section: Non-Emergency Transportation (NET) Section: 12.03

Pages: 1
Subject: Needs-Verification Cross Reference:
————Transportation of Nursing Facility Residents  Ambulance 8.13 & 8.14

NET 12.07

All transportation for_nursing facility residents. whether emergency or non-emergency must be arranged
by nursing facility staff. Beneficiaries must not be denied access to medical care because nursing facility

staif did not arrange transportation_in advance.
For non-emergency medical transborts. refer to Ambulance seciions 8.13 and 8.14 in this manual.

If the case does not qualify for benefits through the Ambulance Program. the nursing facility must arrange
transportation through a family member, a nursing facility vehicle. or an outside resource. Stafi at the
nursing facility may ask the family to transport the resident in personal vehicles if the condition_of the

patient is appropriate for that mode of transportation. The nursing facility staft is responsible for arranaing
and providing iransportation_for a_resident when the familv does not provide the transporiation. The
transportation may be provided in nursing facility vehicles or by utilizing outside resources. Costs for
providing this level of service are to be teported by the nursing facility on their cost reporis and are
reimbursed through the facility per diem. The nursing facility may not require the family to transport the
beneficiary and the nursing facility may not bill the family nor the resideni for transportation.

Provider Policy Manual NET Section: 12.03
Page 1 of 1
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The nursing facility may make referrals to the Non-Emerqgency Transportation Broker Program, if the
resident has no means of transportation for a non-emergency transport and non-emergency medical
transportation is not required.

If a beneficiary is transferred from a nursing facility to a hospital and remains hospitalized for longer than
fitteen (15) days and is discharged from the nursing facility, transportation for these beneficiaries should
be arranged by the hospital.

If there has not been a final discharge from the nursing facility and the beneficiary is in the hospital,
transportation back 1o the nursing facility must be arranged by the nursing facility siaii.

Provider Policy Manual NET Section: 12.03
Page 2 of 2



Division of Medicaid MNew:

State of Mississippi Revised:

Provider POIIGM Manual Current:

“Section: Non-Emerg Non-Emergency Transportation {NET) Section:
Pages:

Subject: -Accidenis-and-Abuse
Broker Responsibilities

R

12. 04

T B e

Date:
Date: -83/01/64

—11/01/06

Cross Reference: NET 12.12, 12.14

Provider Policy Manual NET
Page 1 of-1-9
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The NET Broker is responsible for the following:

General Administration

The broker is responsible for administering and operating the NET Broker Proaram, including but not

limited to the authorization, coordination, scheduling, management, and reimbursement of NET setvices.

In addition, the broker is responsible for the following;

The broker shall undersiand all DOM policies regarding NET services. DOM will provide
assistance as needed with interpretation and clarification of DOM policy and will notify the broker

as changes are made that affect the NET Broker Program.

The broker shall reimburse NET providers. DOM will nol reguire the broker to reimburse for

unauthorized NET services provided by out of network providers.

The broker shall have written materials for the benefit of the beneficiaries that shall be easily

understood by individuals who have a sixth-arade reading level, be available in English and such
gther language as DOM may reguire at any {ime with written notice to the broker. and be
avajlable in _alternative formats that take into_account special needs of beneficiaries, such as
visual impairments.

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

of DOM and its authorized representaiives. All records shall be maintained and available for

review during the entire term of the coniract and for a period of five (5) vears thereafter. unless an

audit is in proaress. When an audit is in progress or.audit findings are unresolved. records shall

be kept for a_period of five (5) vears or until all issues are final resolved, whichever is laier.

The broker shall maintain_the necessary sofiware and hardware necessary to provide NET

services through the NET Broker Program.

The broker shall be responsibie for providing DOM with reporis and utilization data. A listing of
reports_and utilization data will be provided to the broker by DOM and shall at minimum include
those reports detailed in the Reguest for Proposals. DOM reserves the right to amend this list at
any time and request ad-hoc reporis as needed by DOM. Report formais may_include paper
reports ar data files. Broker shall_provide additional reports or make revisions in the data

elements or format upon the request of DOM, without additional charge to DOM and without a

contract amendment. Upon request of DOM, broker shall supply the underlying data to support
any report submiited. The daia shall be in a mutually agreed upon electronic file format. The

failure 10 meet the timeliness standard set forth for each report may, in the sole discretion of

DOM; result in the assessment of damages as specified in Section 12.14.

The broker shall emplov_a fulk-time Project Manager who shall have day-to-day authority to
manage the NET Broker Program. The Project Manager shall be available to DOM during regulay

business hours of DOM operation.

The broker shall employ a Call Center Manager to oversee all functions related 1o the Call Center.

The broker shall not hire a new Call Center Manager without prior approval from DOM.
The broker shall employ staff who can address the unigue needs of beneficiaries while assuring

that services are provided in the most economical manner. Broker shall employ a sufficient
number of trained and experienced staff fo perform the services required under the contract,

including siaff experienced in communicating with medical personnel. Broker shall employ

management staff who are experienced in_staff development and training, supervision of stafi,

development_and implementation of operations, development and revision of policy and

procedures, planning. _and _beneficiary _and  provider relations, and wha have good

communications skills, and possess innovative problem solving skills. Broker shall employ staff

Provider Policy Manual NET Section: 12.04
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who_is able {o provide daily on-site data systems suppert. perform report development and
analysis, and perform all required information svstem functions.

The broker shall provide DOM with a listing of all subcontractors that broker intends to use for any
administrative functions of the NET Broker Program. other than NET provider. Additionally, for
each subcontractor, broker shall;

= )ist the subconiractor's name. address, contact person, and phone number.

= Detall the exact nature of the subcontracior's responsibility for the NET Broker Program, and
the projected date the subcontractor will begin work.

= Detail the time. scope of work, and guality of performarnce for any past work performed by the
subconiractor in_conjunction with broker.

»  Siate the consequences of failure to perform.

=  Provide five references for the subcontracior.

= Provide a draft of the proposed subcontract.

The brokers understands that DOM assumes no responsibility with respect to accidentis, illness,
or claims arising our of NET broker services. The broker must take all steps necessary to protect
all individuals involved in providing NET services. The broker agrees to comply with all applicable

state. local. and federal occupational and safety acts. rules, reculations, and laws and agrees to
ensure that NET providers are properly insured.

Brokerage Process

Listed below are the general steps DOM deems necessary for the provision of NET serviges by the

broker.

Information Systems: The broker shall have in place iis information system for use by the broker
lo screen, assign. dispaich. and monitor processes to ensure consistent application of quidelines.
The broker shall display beneficiary's’ permanent and iemporary special needs. appropriate mode
of transportation, and any special instruction regarding the nearest appropriate provider, and any
other information necessary fo ensure that appropriate transportation is authorized and provided.

Information shall be easily accessible by all Call Center staff on their workstation computers.,

Recruiting and negotiaiing service agreements with transportation providers: The broker shail
esiablish_a network of NET providers and neootiale reimbursement with qualified transporiation
entities. All NET providers shall be approved by DOM.

The broker is prohibited from esteblishing or maintaining service aareements with NET providers

that have been determined o have committed fraud of a State or federal agency or have been
suspended, terminated or barred from participation in the Medicaid Program. The broker shall
ferminate a service agreement with a NET provider when substandard performance is identified
or_when the NET provider has failed to take satisfactory correciive action within_a_reasonable
iime. DOM reserves the right to direct the broker o terminate any service agreement with a NET
provider when DOM determines it io be in the best interest of DOM. The NET provider shall be
allowed fifteen (15) days 1o request a review of the decision by broker or DOM or both. Failure to
reguest a review within fifteen (15) days shall be a waiver of the NET providet’s right to request a
review.

Adequacy of Network: The braker shall recruit sufficient NET providers ta meet the transportation
needs of the beneficiaries. The broker shall also ensure that its NET providers have a sufficient

Provider Policy Manual NET Section: 12.04
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number of vehicles available to meet the fimeliness requiremenis of the NET Broker Program. In
the even the breoker or DOM identifies an area of jhe siate with insufficient transportation
resources; the broker will have fen (10) business days afier the daie of notification to recruit
sufficient NET providers to meet the fransporiation needs of the beneficiaries. The geocaraphic

coverage area shall include the entire State of Mississippi and the medical communities in the

adiacent states of Alabama, Arkansas, Louisiana. and Tennessee.

Payment Administration: The broker shall provide timely payment io each iransporiation provider
based on authorized services rendered. The broker shall pay af least ninety-nine percent (99%)
of all “clean claims” from NET providers within ninety (90) days following receipt. A “clean claim”
means one that can be processed withoul obtaining additional information from the NET provider
or_from a_third party except that it shall not mean a claim submitted by or on behalf of a NET
provider gr provider whe is under investigation for fraud or abuse, or a claim that is under review

for_medical necessity. Complaints or disputes eoncerning payments for the provision of services

shall be subject to the broker’s provider grievance resolution sysiem. (See Section 12.12).

Gate keeping: The broker shall screen all requests for NET Services to confirm each of the
following items:

= the beneficiary ig eligible for NET services;
= ihe beneficiary has a medical need which requires NET services:
=« {he mosi economical mode of iransportation appropriate to meet the medical needs of the

beneficiary are used, dgiven the beneficiary’s mobility status and personal capabilities on the

daie 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 appropriate provider to the beneficiary;

= if an atiendant or assistance requesied is necessary. Broker may require a_medical
certification _statement_from_the beneficiary’s physician in order io apptove Door-to Door
Service or Hand-to-Hand Service:

= ihe medical service for which NET service is requested is a covered medical service; and

s ihe beneficiary_does not have access to available transportation (Broker shall reguire the
beneficiary to orally certify this).

Recelving Requesis: The broker shall require that requests for NET service 1o a single covered
medical service appoiniment be made orally via a toll-free telephone number. Other methods of
receipt of trip requests may be allowed with the approval of DOM. Beneficiaries, beneficiaries’
family members, or guardians and providers shall be allowed to make reguests for NET services
on behalf of beneficiaries. The broker shall also establish policies and procedurss regarding who

can _request NET services_for standing_orders, in order that beneficiaries are not required to

continually arrange for repetitive appointments.

The broker shall educate beneficiaries on how io reguest NET services. The broker shall instruct
beneficiaries that requests for NET services must be made ai least three (3) business days
before the NET service is needed. Because scheduling issues will occasionally occur, the broker
shall_demonstrate the ability fo _handle urgent trips, last minute request from beneficiaries,
scheduling changes. and NET praviders who do noi arrive for scheduled pick-ups. The broker
shall provide additional education to beneficiaries who habitually request transperiation less than
two (2) business days in advance of the appointment fime.

Reserving and Trips Assigning: The broker shall receive requests for NET services, screen each
request, and, if authorized, s¢hedule and assign the trip 1o an appropriate NET provider. The

broker shall not delegate screening, authorization, or scheduling duties. The broker may delegate
dispatch activities to the NET provider, but the broker shall retain responsibility for the proper

performance of dispatch activities. The broker shall ensure that the average waiting time for pick-
up does not exceed 15 minutes. The broker shall ensure that beneficiaries arrive at pre-arranged
times for appointments and are picked up at pre-arranded times for the return trip if the covered

medical setvice follows a reliable schedule, The ;_g_re—arranged times may not be changed b¥ the
Provider Palicy Manual NET Section; 12.04
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NET provider or driver without prior_permissicn from the broker. The broketr and a NET provider
may group beneficiaries and trips to promote efficiency and cost effectiveness. The broker may

coniact providers in this process.

Trip Notification: The broker shall notify the NET provider of the assignment af least two {2)

business days prior to the trip, if possible, and shall timelv assign the ttip to ancther NET provider
if_necessary. For hospital discharges, the broker shall contact an appropriate NET provider so

ihat pick-up occurs within three (3) hours after notification. The broker shall notify the NET
provider in an expeditious manner any trips that are capcelled by a beneficiary.

if possible, ithe broker shall inform_the beneficiary or the beneficiary's representative of the

transportation arrangements during the phone call reguesting the NET service. Otherwise, the
broker shall inform the beneficiary or representative by later phone call, by facsimile. or by letter.

It the broker sends a letter, the letter shail me mailed in time to be received by the beneficiary
prior o the date of NET service.

Timeliness; The broker shall authorize and schedule routine NET services for ninety-eight
percent (98%) of all requesis within three (3) business days after receipt of the reguest. The
broker shall authorize and schedule routine NET services_for one hundred percent (100%) of all
requests within ten {10) business days after receipt of a request. If broker requires additional
information in_order to authorize a request. broker shall place the request on hold and shall
request the additional information within twenty-four (24) hours after receipt of the request. broker
shall specify the date by which the additional information must be submitted. Timely requests by
broker for additional information shall stay the authorization period. If the additional information is
not receivad by the date specified by broker, broker shall deny the request except NET services
to an appointment for chemotherapy. dialysis. and high-risk pregnancy. In those instances, broker

shall authorize single trips and pursue receipt of necessary information to_authorize a standing
order.

Reporting Abuse and Sexual Harassment

The broker and NET providers are responsible for reporiing to DOM any beneficiary who accuses his/her

driver or other passengers of sexual harassment of physical abuse. Medicaid beneficiaries should report

any incident of abuse or sexual harassment directly to the broker. State law requires that all suspected

physical abuse of drivers. beneficiaries, and other passenners be reporied to the Depariment of Human

Services (DHS) at 1-800-222-8000.

NET Provider Service Agreemenis

The Broker shall maintain NET Provider Service Agreements with all approved NET providers. At a

minimum. the NET Provider Service Agreement must address:

Payvment administration and timely payment:

Modes of transportation:

Geographic coverage area(s);

Aitendant services:

Telephone and vehicle communication systems;

Information systems;

Scheduling;

Provider Policy Manuati NET Section: 12.04

Page 5 of 9



o Dispafching;

o Pick-up and delivery standards;

¢ Urgent trip requirements;

¢ Driver gualifications;

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

e  Driver conduct:

e  Driver manifest delivery;

e Vehicle requirements:

» Back-up service;

=  Quality assurance:

« Non-compliance with standards:

e Training for drivers;

¢ Confidentiality of information;

o  Specific provision that in the instance of defauit by broker, the agreement will pass to DOM or its

agent for continued provision of NET services. All ierms, conditions and rates established by the
agreement shall remain in effect until or unless renegotiaied with DOM or its agent subsequent to
default action or unless otherwise terminated by DOM &t iis discretion:

¢ |ndemnification language to protect the State of Mississippi and DOM;

¢ Evidence of insurance for vehicle and driver;

¢ Submission of documentation as required by DOM: and

e  Appeal and dispute resolution.

Post-Transportation Authorization Requests

The broker shall develop and implement with the approval of DOM. a policy to allow for post-
transporiation authorization of NET services. Post-transportation authorization shall be allowed In
instances when prior authorization was not obtainable, such as services requested when the Call Center
was closed. The bhroker's post-transporiation authorization policy shall ensure that all applicable
reqguirements of pre-transportation authorization are considered for the post-transportation authorization,
and shall establish a timeliness requirement for the submission of post-transportation authorization

requesis.

Adverse Weather Plan

The broker shall have a written plan for transporting beneficiaries who need critical medical care. during
adverse weather conditions. “Adverse weather conditions” includes, but is not limited o, exireme hesat,

exireme cold, hurricane, tropical storms, flooding, torado warnings and heavy snowfall ot ice.
Provider Policy Manual NET Section: 12.04
Page 6 of 9
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Reporting Accidents

The broker shall document acecidents and incidents that occur in conjunction with a scheduled irip when a
beneficiary is present in the vehicle. An incident is defined as an occurrence, event, breakdown, or public
disturbance that interrupts the trip, causing the driver to stop the vehigle, such as a passenger becomes
unruly or ill. The broker shall report the details of the accident or incident within 24 hours if there were

injuries: otherwise, the report is due within 72 hours.

|

NET Provider Manual

The broker shall develop and maintain @ NET Provider Manual. The NET Provider Manual shall contain

all policies and procedures for the NET Broker Program. The NET Provider Manual shall be reviewed,
updated, and disiributed {o all NET providers annually and whenever changes in operation are made.

Updates and changes must be prior approved by DOM before distribution. DOM will notify the broker in
writing i a modification_is_required, and the broker shall incorporate any modifications within ten (10)
business days after such notification.

The NET Provider Manual shall include, at a minimum, the following:
¢ NET provider enroliment and patrticipation reguirements;

* NET provider file maintenance and record keeping requirements:

e Standard reimbursement requirements;

e Covered and Non-Covered Services:

»  Vehicle reguiremenis;

e Limitations and considerations of NET services {o covered medical services.

The broker shall provide the NET Provider Manual to all broker siaff. In addition. the broker shall make
the NET Provider Manual_avajlable electronically through a link on broker's website. and shall incorporate

the NET Provider Manual into all training programs for NET providers and the broker's emplovees.

Beneficiary Education Plan

The broker shall develop written materials for the purpese of educating beneficiaries about the NET
Broker Program. The writien maierials shall address:

= Eligibility requirements for NET services:

¢ How to request transportation, including contact phone numbers (including the "Where's My Ride”
phone number) and documentation requirements,

In_addition, the broker shall provide continuing education to beneficiaries who do not comply with
established policies and procedures of the NET Broker Program. The broker may impose transportation

options on beneficiaries with excessive incidents of non-compliance.

In_the case of beneficiaries who are chronically late or absent for scheduled irips, the broker may reguire
the beneficiary to call when the beneficiary is ready fo be picked up. Neither the Broker nor the NET

provider may charge beneficiaries for no-shows. The broker shall have policies and transpottation options

in place for beneficiaries whose behavior en-route threatens the safety of the heneficiary. driver, or other
passengers.

Provider Policy Manual NET Section: 12.04
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The broker shall maintain a record of beneficiaries for whom transporiation options are imposed.

Operating Procedures Manual

The broker shall develop an ogperations procedures manual detailing all procedures io be used in
scheduling and delivery of NET services. DOM may require modification of the Operations Procedures
Manual at anvtime. The broker shall modify the Operations Procedures Manual within ten (10) business
days of notification. The broker shall provide & copy of the Operations Procedures Manual to all broker
staff and shall incorporate it into all training programs for new employees.

Business Continuity and Disaster Recovery Plan

The broker shall develop a Business Continuity Plan and a Disaster Becovery Plan that shall detail the
steps the broker will take to enable them to continue {0 meet all requirements of DOM in the event of an
outage or failure of DOM's or broker's data, cornmunication or technical support system. The broker shall
review and update the Business Continuity Plan and Disaster Recovery Plan at least annually.

Data Security

The broker shall comply with DOM’s written policies and procedures reqarding data security and integrity.

Quality Assurance Plan

The broker shall develop a Quality Assurance Plan that shall include at least the following:

o Broker's procedures for cedification that all NET services paid for are properly authorized and
actually rendered.;

¢ Broker's plan o develop safequard against fraud and/or abuse by NET providers, providers.
beneficiaries and broker staff and fulfil DOM reporting requirements regarding such activity:

* Broker's agreement to indemnify DOM against anv causes of actions or claims of payment

brought by NET providers or beneficiaries: and

¢ Broker's plan to ensure that NET providers meet standards for vehicle mainienance operation.
and inspection: driver gualifications and training; complaint resolution; and delivery of courteous.

safe, and timely NET services.

Turnover Plan

The broker shall develop a Turnover Plan to provide for an orderly and controlled turnover of broker's
responsibilities to a successor broker or to DOM at the end of the contract period or upon termination of
the contract, and minimize the disruption of NET services to beneficiaries. The plan shall include ihe
proposed approach to turnover, the tasks and subtasks for turnover, a schedule for turnover. the
operational resource requirements, and any training fo be provided. and procedures for the transier of
data. documentation, files, training materials. the operations procedures manual, brochures, pamphlets.

and all other written materials and records developed in support of the NET Broker Program.,

In the event DOM desires a turnover of the duties and obligations of broker to DOM or to a new broker
upon_termination of the contract, DOM shall give written natification to notify broker of the need for
turnover at least ninety (90) days prior o the termination date of the contract. The turnover period shall
begin on the date specified by DOM in the notice and shall continue until DOM determines that all of the

Provider Policy Manual NET Section: 12.04
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broker's contract duties and obligations have been met. even if that date extends beyond the termination

date of the contract. DOM shall provide written instruciions in the notice regarding the packaging.

documentation. data formats, delivery location, and delivery date of all records, data, and information
DOM determines are required to provide for an orderly turnover.

The broker shall complete all duties required in the coniraci with regard to requests for NET services for
dates of services up to and including 11:59 p.m. Central Time on the {ermination date of the contract,
These duties include, but are not limited to:

e  Scheduling, authorization and provision of NET services;

e Successiul submission to DOM of all utilization data

e (eneration and sending of all required notices to providers and beneficiaries;

¢ Validation checks as required by DOM; and

e Submission and connection as necessary. of all reports reauired by DOM.

At any time during the turnover period. broker shall allow DOM full remote access. during regular
business hours, 1o all daia records. as required in the coniract. In addition, DOM may requests and the
broker shall provide the following information to DOM:

e Information including, but not limited to, the number, the review status and the completion date of
all transportation that was scheduled, authorized or provided by broker prior 1o 11:58 p.m. Ceniral
Time on the termination date of the contract and that have not been transmitted to DOM for

processing,

¢ Information including, but not limited 1o, the number, the review status and the completion date of
all transportation that was scheduled. authorized or provided by broker prior to 11:59 p.m. Central
Time on the termination date of the coniract and that DOM returned to broker as unprocessed
with an error code.

e Iniormation on any other deliverables that are pending as of 11:59 p.m. Central Time on the
termination daie of the contract, including. bui not limited to. any ouistanding reports, the status of
any unresolved complaints or grievances, and the status of any DOM appeal hearings that have

been scheduled or are in process.

The broker shall answer any written guestions from DOM or a new broker regarding the review of the
information and data that broker has iransferred to DOM or a new broker. Broker's answers shall be
in writing and shall be submitted to DOM or the new vendor within five (5) business days afier receipt

of the guesticon.

DOM shall notify broker of the date, time., and location of meeting(s) regarding the closeout or
turnover io be held among DOM, broker. and any new broker. Broker shall provide a minimum of two

individuals to attend the meetings. The individuals atiending shall be proficient and knowledgeable

regarding the paper materials and electronic data to be transferred and delivered to DOM or_a new
vendor.

The broker shall not receive payment or reimbursement, other than the iinal administrative payvment
to be made for the performance of lurnover aciivities. whether broker performs those activities before

or_after the date of contract termination. The final administrative payment shall be made upon
determination by DOM that all reguirements under the contract have been completed.

Provider Policy Manual NET Section: 12.04
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Division of Medicaid Ne\?ﬁ}: Date:

State of Mississippi Revised: X Date: -83/01/04
Provider Policy Manual Curreni: 11/01/06
Section: Non-Emergency Transportation (NET) Section: 12.05

Pages: 33

Subject:-Fraud- Modes of Transportation Cross Reference: NET 12.02

Modes of Transportation

The most common mode of NET services is by ground vehicle. The broker arranges ground NET services
for Medicaid-eligible persons. The broker makes arrangements for NET services for anv Medicaid
beneficiary who calls for trangportation setvices and meets the reguirements as specified in the eligibility
section. (Refer to Eligibility. section 12.02, in_this manual). Gontact is made by the beneficiary to the
broker. Broker siaff takes the call and verifies the beneficiary's eliaibility and medical appointment and
that the beneficiary has no other means of transportation. The broker staff is responsible for ensuring that
iransportation services are not available through other community resources. i no_other source of
fransporiation_is_available, broker staff then contacts a NET provider on the beneficiary's behali and
makes the necessary arrangements for transportation for the beneficiaty to a medical provider. The

broker may utilize, but is not limited to, the following modes of transportation:

e Fixed Route: transporiation by means of a public transit vehicle that follows an advertised route
on_an advertised schedule, does not deviate irom_the route or_the schedule, and picks up
passengers_at_designated stops. This mode of transportation may also include public transit
systems that deviate short distances from established routes to serve para-transit customers.

The broker shall distribute or arrange for the distribution of fixed route passes io beneficiaries for

whom fixed route transportation is the most appropriate mode of iransporiation.

The furthest distance a beneficiary may be required to walk to or from a fixed route iransporiation
siop is ¥ of a mile. If broker determines that fixed route transportation is an appropriaie mode of
transportation for a beneficiary. but the beneficiaries requests a different mode of transportation,
Broker may require the beneficiary to verify his or her mobility limitations. including, but not limited
o, requiring the beneficiary to supply documentation from his or _her physician. Broker shall

consider the following when determining whether to allow an exception:

= Beneficiary’s ability to fravel independently. including the age of the beneficiary traveling
to the medical appointment, and any permanent or_temporary debilitating physical or
mental condition that precludes use of fixed rouie iransportation;

s Availability of fixed route transportation in the beneficiary’s area or community, including
the accessibility_of the location to_which the heneficiary is traveling and whether the

beneficiary must travel more than % of a mile to ot from the fixed route iransportation
stop:

= Whether inclement weather conditions (including extreme heat and cold) or other

pertinent factors make use of fixed route transportation unfeasible;

Provider Policy Manual NET Section: 12.05
Page 1 of 1-3
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= Whether the fixed route iransperiation schedule is compatible with the beneficiary's
appointment times for the covered medical service. In this instance, “compatible” means
that the schedule will allow the beneficiary to arrive at the drop off location no more than
ninety (90} minutes prior to the scheduled appointment time and will allow the beneiiciary
forty-five minutes after the estimated time the appointment will end to arrive at the pick-up
location; and

= Whether any special needs of the beneficiary require the coordination of services with
other providers.

¢ Private Auio: a beneficiary’s personal vehicle of the personal vehicle of a family member or
friend, to which the beneficiary routinely has access o drive or be transported to routine non-
medical locations such as grocery stores, schools. and churches.

« Basic Vehicle: a motorized vehicle used for the transportation of passengers whose medical

condition _does not require use of a wheelchair, hydraulic lift, stretcher, medical monitoring,
medical aid, medical care, or medical treatment during transport. A basic vehicle does not include

private Auto.

¢ FEnhanced Vehicle: a motorized vehicle equipped specifically with ceriified wheelchair lifts or other
equipment designed to cartry persons in wheelchairs or other maobility devices. or is equipped
specifically for the transportation of passengers who cannot sit upright and are reguired to remain
in_a_lving position during transport. Enhanced vehicles can conly be used to transport passengers
that do noi require medical monitoring, medical aid. medical care, or medical treatment during
transport. An enhanced vehicle does not include privaie auto.

¢ Non-Emergency Ambulance: a motorized vehicle equipped specifically for the transportation of a
passenger whose medical condition requires transfer by streicher with medical supervision. The
patient's condition_may also_require the use of medical equipment. monitoring, aid, care, or
ireatment, including the adminisiration of drugs or oxygen during the transport. Non-Emergency

Ambulance transporis requiring medical monitoring or supervision will be referred to DOM's

Ambulance Program.

If through the NET Broker Proaram. rather than the Ambulance Program. the broker authorizes
transport by way_of _ambulance. the Cerificate of Medical Necessity _for Non-Emergency
Ambulance Transporiation form is not required. This type of transport may be approved by ihe
broker on an exception basis only when the transport is necessary and does not meet the criteria
for transport through the Ambulance Program.

e Other Transporation: Any commercial carrier, such as Amtrak, buses (such as Grevhound) or

airplanes. The use of commercial catriers must be medically necessary and approved by DOM
prior io transport.

As with all Medicaid funded services, Medicaid NET services are available only as a last resort. Other

non-Medicaid funded sources of non-emergency transportation services must be utilized first.

Excessive Distance

The broker may question whether a covered medical service could be provided closer to the beneficiary’s

residence. Examples of possible excessive distance requesis include a request for NET services fo a
provider thai is not in the area where the beneficiary resides, or a request for NET services to a provider
that is not in the same county. bordering county or metropolitan area in a bordering state for beneficiaries
living in rural areas. Upon approval by DOM, the broker may deny the request if the covered medical
service is available closer to the beneficiary's residence and a medical certification from a medical

Provider Policy Manual NET Section: 12.05
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provider to certify that the beneficiary is unable 1o be treated at a closer facility is not obtained. The one
exception to the medical certification requirement is transport to the University Medical Center, Jackson,
MS.

If & beneficiary has recently moved to a new area, broker shall allow long distance transportation for up to

ninety (80) days if necessary to maintain coniinuity of care until the transition of the beneficiary's care to a
closer appropriate provider can be completed. Broker shall monitor the frequency of authorizations of

NET setvices involving excessive distance per beneficiary.

Travel Time

The broker shall ensure that NET providers arrive within the scheduled pick-up window. Drivers shall

make their presence know io the beneficiary and wait until ai least five (5) minutes after the scheduled

pick-up time. If the beneficiary is not present for pick-up, the driver _shall notify the NET provider's

dispatcher before departing from the pick-up location. NET providers cannot change the assianed pickup

time without permission from the broker. If the NET provider cannot arrive on time to the pick-up location.

the NET provider or broker shall coniact the beneficiary or the beneficiary's representative and the
provider. No more than two percent (2%) of the scheduled trips shall be late or missed per day.

The NET provider shail schedule trips so that a beneficiary does not remain in the vehicle for more than

45 minutes longer than the average travel time for direct transportation of that beneficiary.

Choice of NET Provider

Beneficiaries may not request iransporiation by a particular NET provider. However. broker should strive

io_maintain existing relationships between NET providers and beneficiaries, and broker should try to
accommodate a beneficiary's request for a specific NET provider in broker's network. especially in the

transportation of beneficiaries with disabilities.

Provider Policy Manual NET Section: 12.05
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Division of Medicaid New: Date:
State of Mississippi Revised: X Date: 12/01/08
Provider Policy Manual Current: ———11/01/06
Section: Non-Emergency Transportation (NET) Section: 12.06
Pages: 1
Subjsct NET Servicss-by-Public-Carrfer Cross Reference:
Jrip Denials e Se, W,

if requests for NET services falls under one or more of the denial criteria listed below, broker shall deny

the request and enter the reason(s) for the denial in its information systermn on the same business day.

Broker shall generate and mail denial letters to beneficiaries no later than the next business day following

the date denial decision was made. The denial letter shall notify the beneficiary of their right to appeal the

denial. DOM, in its sole discretion, may add, modify, or delete denial reasons without_additional pavinent

o broker or a contract amendment.

» The beneficiary is not eligible for NET services on the date of servige;
s The beneficiary 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;

e The beneficiary has access 1o available transportation;

e Transportation to the medical service for which NET service is requested is covered under
another program:

e The request was for posi-transportation authorization and was not received timely or did not meet
established criteria:

s The medical appoiniment is not scheduled or was not kept::

e Broker cannot confirm that there was a medical appointment;

o The trip was not requested timely and the request cannot be accommodated because of this;

Provider Policy Manual NET Section: 12.06
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¢ Additional documentation was requested and was not received timely:

¢ The beneficiary refuses the appropriate mode of transportation: or

¢ The beneficiary refuses the NET provider assigned to the trip and another appropriate NET

provider is not available.

Provider Policy Manual NET Section: 12.06
Page 2 of 2
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Division of Medicaid New“:_ Date:

State of Mississippi Revised: X Date: 42/04/06
Provider Policy Manual . Current: 11/61/06
Section: Non-Emergency Trensporiation (NET) Section:  12.07

Pages: 32

Cross Reference: Eligibilite—12.02

NET Provider Daily Trip Logs

The broker shall require that the NET providers’ drivers maintain daily trip logs containing, at minimum.

the information listed below. Private auto and fixed route transportation are excluded from this
requirement.

¢ Date of service:

* Driver's name;

Provider Policy Manual NET Section: 12.07
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Driver's signature:

Altendant’s full name (if applicable);

Atiendant’s signature {if applicable);

Vehicle |dentification Number (VINY:

Beneficiary's name;

NET provider's name and number;

Beguest Tracking Number;

Meode of iransportation authorized;

Actual start time (from the base station) in military time:

Scheduled pick-up time and actual pick-up location and time in military time:

Actual drop off location and time in military time;

Actual number of wheel chairs and children, per irip:

Cdometer mileage at each point of pickup and of drop-off;

Actual time of medical appointment: and

Notes, if applicable. At a minimum, the log must show notes in the case of cancellations,

uncompleted reguests. “no-shows”, accidents, and incidents.

Trip Manifests

At least forty-eight (48) hours prior to a trip. the broker shall provide a trip manifest to the NET Provider.

To ensure compliance with the Health Insurance Paottability and Accountability Act (HIPAA), broker shall

send trip_manifests fo the NET provider by a facsimile device or secure electronic transmission. NET

providers and broker shall have dedicated telephone lines available at all times for faxing purposes. The

trip manifesis supplied to NET providers shall include all necessary information for the driver to perform

the trip, including but noi limited to:

Request Tracking Number:
The beneficiary’s name;
The beneficiary's phone number:

The address and time of the pick-up and the address and time of the appoiniment for covered

medical service (including the name and phone number of the facility);
The mode of transportation;
The directions to the beneficiary’s home, if apgropriate;

Provider Policy Manual NET
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e Return frip times, if appropriate: and

e Any special needs of the beneficiary or instructions to the driver.

If broker sends a trip manifest to a NET provider less than forfy-eight (48) hours before the pick-up time.

the broker shall also contact the NET provider by telephone or electronically to confirm that the trip wilt be
accepted.

Provider Policy Manual NET

Section: 12.07
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All drivers shall abide by siate and local laws. The driver requirements listed below shall apply to all NET

providers with the exception of private auto.

e All drivers, at all times during their employment. shall be at least 18 years of age and have a
current valid driver license to operate the transporiation vehicle to which they are assigned,

« Drivers who receive citations and are convicted of two moving violations er accidents related to
transporiation provided under the NET Broker Program shall be removed from service.

¢ Drivers shall not have had their driver license suspended or revoked for moving traffic violations

in the previous five (5) years.

Provider Policy Manual NET Section: 12.08
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¢ The broker shall require that the NET provider comply with Mississippi Statute regarding criminal
background checks. including fingerprinting. The broker shall verify that driver is not listed on the
Mississippi Sex Offender Reaistry. The broker shall conduct criminal background checks on all

drivers,

L]

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

¢ No driver shall use alcohol, narcotics, illegal drugs, or prescription medications that impair the
ability to perform.

All drivers shall wear and have visible & nametag that is easily readable and identifies the
employvee and the employer.

No driver shall smoke while in the vehicle, while agsisting a beneficiary. or in the presence of any
beneficiary. Beneficiaries or their attendanis shall not be allowed to smoke in the vehicle.

Drivers shall not wear any type of headphones at any time while on duty, with the exception of
hands-free headseis for _mobile telephones. Moaobile telephones may only be used for
communication with the NET provider or 1o call 911 in an emergency.

L

L]

Drivers shall provide an appropriate level of assistance o a beneficiary when requested or when
necessitated by the bheneficiary’s mobility status or personal condition. This includes Curb-to
Curb, Door-to Door, and Hand-to Hand assistance. as required. Before departing the drop-off
poini, the driver shall confirm that the beneficiary is safely inside the destination. The driver is

responsible for properly securing any mobility devices utilized by the beneficiary.

Drivers shall assist beneficiaries in the process of being seated and confirm that all seat belis are
fastened properly, and that all passengers are safely and propetly secured.

Upon arrival at the destination, the driver shall park the vehicle so that the beneficiary does not
have o cross sireeis to reach the entrance of the destination.

The driver shall not leave a beneficiary unaitended at any time.

Ii a beneficiary or other passenger's hehavior or any other condition impedes the safe operation
of the vehicle. the driver shall park the vehicle in a safe location gut of traffic, notify the

dispatcher, and request assistance.

e No driver shall touch any passenger except as appropriate and necessary to assist the passenger
into or out of the vehicle, inio & seat and to secure the seatbelt, or as necessary to render first gid
or assistance for which the driver has been trained.

e \When appropriate, drivers must provide oral directions to passengers.

¢ |n the event of an emeraency such as an accident, incident, or vehicle breakdown. the driver
must notify the NET provider immediately 1o report the breakdown and arrange for alternative
transpartation for the beneficiary or beneficiaries on board,

¢ The driver shall report all no-shows _immediately to the NET provider and the NET provider must
notify broker so that the authorization may be cancelled.

Provider Pelicy Manual NET Section: 12.08
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In_addition to any federal, state, county, or local requirements, all vehicles shall meet the following

reguirements:

€

The number of perscns in the vehicle, including the driver, shall not exceed the vehicle
manufaciurer's approved seating capacity.

All vehicles shall have adeguately functioning heating and air-conditioning sysiems and shaii

maintain a temperature at all times that is comfortable to the beneficiary,

All vehicles shall have functioning seat belts and restraints as reguired by federal. state. county

or local statute or ordinance. All such vehicles shall have an easily visible interior sign that states:
“ALL PASSENGERS SHALL USE SEAT BELTS". Seat belts_must be stored off the floor when

not in use.

Each NET provider shall have at least two (2) seat belt extensions available.

For use in emergency situations. each vehicle shall be eguipped with ai least one seat belt cutter
that is kept within easy reach of the driver.

All vehicles shall have an accurate. operating speedometer and odometer.

All vehicles shall have two exterior rear view mirrors, one on each side ci the vehicle.

All vehicles shall be equipped with an interior mirror for monitoring the passenger compartment,

The exterior of all vehicles shall be clean and free of broken mirrors or windows, excessive grime.
major dents or paint damage that detracis from the overall appearance of the vehicles.

The interior of all vehicles shall be clean and free of torn upholstery. floor or ceiling covering:
damaaed ot broken seats: protruding sharp edges: dirt, oil. grease or litter; or hazardous debris ot
unsecured items.

All vehicles ghall have the NET provider's business name and telephone number displaved on at
least both sides of the exierior of the vehicie. The business name and phone number must
appear in lettering that is a minimum_of three (3) inches in height and of a color that contrasis with
the surraunding background.

To _comply with confidentiality requirements, no_words _may be displayed on_the vehicle that
implies that Medicaid beneficiaries _are being iransported. The name of the NET providet's
business may not imply that Medicaid beneficiaries are being transporied.

The vehicle license number. brokers toll-fres, and local phone number shall be prominently
displaved on the interior of each vehicle. This information and the complaint procedures shall be
clearly visible and available in writlen format in_each vehicle for distribution to beneliciaries upon

Provider Policy Manual NET Section: 12.09
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e Smoking shall be prohibited in all vehicles at all times. All vehicles shall have an easily visible

interior sign that states: "NO SMOKING”.

e All vehicles shall carry a vehicle information packet containing vehicle regisiration. insurance
card, and accident procedures and forms.

¢ Al 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 antiseptic cleansing wipes. iriple
antipiotic oiniment, assorted sizes of acdhesive and gauze bandages, tape, scissors, latex or other

impermeable gloves and stefile eyewash.

e Each vehicle shall contain a current map of the applicable geodraphic area with sufficient detail 1o
locate beneficiary and provider addresses.

e« Each vehicle shall be equipped with an appropriate working fire extinguisher that shall be stored
in a safe, secure location.

e |nsurance coverage for all vehicles at all times during the contract period shall be in compliance
with state law. and anv county or city ordinance.

¢ Each vehicle shall be equipped with a "spill kit” that includes liquid spill absorbent, latex or other
impermeable gloves, hazardous waste dlsoosal bags, scrub brush, disinfectant, and deodorizer.

o The broker shall maintain_documentation on the lifting capacity of each vehicle in its network in
order to route trips to NET provider that have appropriate lift capacity for beneficiaries.

e  The broker shall require that every vehicle in a NET provider's fleet has a real-time link, phone. or

two-way radio. Pagers are not acceptable as a substitute,

= The broker shall have in its network, NET providers that have the canabiliiy to periorm bariairic
transports of patients up to 800 pounds.

¢ Vehicles shall comply with the Americans With Disabilities Act (ADA) Accessibility Specifications
for Transporiation. The broker shall supply all NET providers with a copy of the ADA vehicle
reguirements and inspect the vehicles for compliance during the scheduled bi-annual vehicle
inspections. Vehicles used for transporting heneficiaries with disabilities must be in compliance
with applicabie ADA vehicle requirements in order io be approved for use under this proaram.

The broker is responsibie for ensuring that NET providers maintain all vehicles to meet or exceed local.
State. and federal requirements. and manufaciurer’s safety mechanica! operaling. and maintenance

standards. The broker shall:

¢ Inspect all NET providers' vehicles prior to the Operations Start Date and at Jeast every six (8)

months thereafter. The broker is not required to inspeci private auio vehicles.

¢ Test all communication equipment during reguiarty scheduied vehicle inspection.

o Upon completion of a successful inspection, an_inspection sticker approved by DOM shall be
applied to the vehicle. The broker shall place the inspection sticker on the outside of the
passenger side rear window _in the lower right corner. Records of inspections shall be maintain
and made avajlable to DOM upon request.

Provider Policy Manual NET Section: 12.09
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Authorized employees of DOM or broker shall immediately remove from service any vehicle or driver
found to be out of compliance with these requiremnents or with any State or federal regulations. The
vehicle or driver may be returned to service only after the broker verities that the deficiencies have been
corrected. Any deficiencies and actions taken to remedy deficiencies shall be documented and become a
part of the vehicle's and the driver's permanent tecords.

Provider Policy Manual NET Section: 12.09
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Telephone System Reguirements

The NET broker shall maintain a Call Center in Mississippi within five (5) miles of the Capitol Complex.
The Call Center shall include at least one statewide toll-free telephone number for receipt of requests for
NET services and another toll-iree telephone number for all beneficiaries to call if their ride is more than
15 minuies late. The numbers shall be answered by live operators Monday through Friday, 7:00 a.m. to
6:00 p.m. Ceniral Time including state holidays except for New Year's Day, Memorial Day. Independence

Day. Labor Day, Thanksgiving Day and Christmas Day. Calls placed during hours that the Call Center is
not open shall receive a voice messagde, in_English stating the hours of operation and advising the caller
fo dial “911", or the appropriate emergency number, if there is an emergency. The broker shall maintain
and operate a telephone device for the deaf (TDD) for callers who need such a device.

Oral contact between broker and a beneficiary shall be in a language the beneficiary understands, The
broker shaii employ English-speaking Call Center Staff. Where the language is other than English, broker
shall offer and, if accepted by the beneficiary. supply interpretive services. If a beneficiary requests
interpretive services by a family member or acquaintance. broker shall not allow such services by anvone
who is under the age of 18.

The broker shall ensure that its Call Center Staff treat each caller with dignity and respect the caller’s right
1o privacy and confidentiality. The broker shall process all incoming telephone inguires regarding NET
services in a timely. responsive and courteous manner. Telephone staff shall greet callers and_shall
identify broker and themselves by name when answering.

The broker shall operate an automatic call distribution system. Callers shall be advised that calls are

monitored and recorded for quality assurance purposes. Administraiive lines need not be recorded. The

automatic call distribution system_and reporting system shall be able to record and aqgreqate the

following information and shall be able to produce the reports specified herein and ad hoc reports that
DOM may request on a daily, weekly, or monthly basis.

Provider Policy Manual NET Section: 12.10
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number of incomingd calls;

number of call receiving busy signals;
average time until there is a response from the automated voice response system:

number of calls that are abandoned during the wait in queue for interaction with Call Center Stafi:
average and maximum time spent in queue before abandonment for calls that do not reach Call
Center Staff;

¢ number of calls that reach Call Center Staff;

average and maximum itime spent in gueue beiween the initial automated voice pick-up and
interaction with Call Center Staff:

average and maximum time spent in gueue for all calls;

identity of the Call Center Staff member taking the call and authorizing the request:

average and maximum talk time;

average and maximum duration of calls that reach Call Center Staff. from the point of pick-up of
the automated voice response system to the conclusion of the call;

unduplicated number of calls placed on hoeld at any point after the initial call response:

average and maximum time calls that are placed on hold:;

number of calls that are abandoned while on hold:

daily percentage of abandoned calls:

number of calls received that are unrelated to the NET Broker Program;
number of available operators by the time of day and the day of the week, in guartet-hour

increments.

e ¢ 8 ¢
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The broker shall analyze data collected from iis phone system as requested by DOM and as necessary to
perform quality assurance and improvement, fulfill the reporing and monitoring requirements of the
contract, and ensure_adequate staffing. The broker shall route incoming calls to multiple areas of
operation. including an Enalish-speaking beneficiary gueue and provider queues. DOM may require

additional gueues upon written notice.

The broker shall maintain sufficient equipment and Call Center Staif to ensure that on a monthly basis:

¢ Fewer than five (5) percent of incoming calls receive a busy signal;

e  The automated voice response system is programmed o answer all calls within three rings:
¢ The average queue time after the initial automatic voice response is five (5) minutes of less;

e The average abandonment rate is no more than 7%

o  Sufficient qualified staif are available on-siie o communicaie with caliers who speak English and
an interpreter telephone service is available for callers who are non-English speaking; and

¢ The broker maintains and operaies a telephone device for the deai (TDD).

The broker shall record all incoming calls for quality control. program inteqrity. and training purposes. The
broker shall provide prior notification to the caller that the conversation will be recorded. The broker shall

maintain the recordings for up to twelve (12) months, at the direction of DOM.

The broker shall monitor at least two (2) “live” calls of each Call Center Staff member on a monthly basis
by listening to the conversation as it occurs. The broker shall use this monitoring 1o identify problems or

issues, for quality control and fraining purposes. The broker shall document and retain results of this

monitoring and subsequent training and submit such documentation to DOM upon DOM's reguest.
in the event of a power failure or outage, the broker shall have a battery back-up system capable of
operating_the telephone system for a_minimum_of eight (8) hours. at full capacity, with no interruption of

Provider Policy Manual NET Section: 12.10
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data collection. The broker shall notity DOM immediately when its phone system is on battery power or is

inoperative. The broker shall have a manual back-up procedure to allow it to continue to take requests if
its computer systern is down.

The automated call distribution (ACD) logs shall be mainiained daily, tallied, and sent to DOM on a
monthly basis in the reporting format specified by DOM. The broker shall also maintain daily loas on the
Telephone Call Center to comply with the reporiing requirements of the contract.

Provider Policy Manual NET Section: 12.10
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Monitoring

The NET broker shall develop and implement a plan for monitoring NET providers’ compliance with all
applicable local. State and federal laws and reaulations, The broker shall ensure that NET providers
comply with the terms of their subconiracts and all NET provider-related requirements of the contract.
including driver reguirements, vehicle requirements, complaint resolution requirements, and the delivery
of courteous, safe, timely. and efficient transportation setvices. Monitoring activities shall include, but are
not limited to:

On-sireet observations;

Accident and incident reporting;

Statistical reporting of trips;

Analysis of complaints;

Driver licensure. driving record. experience, and training;
Participant assistance:

Completion aof driver trip logs:

e Driver communication with dispaicher; and
e BRoutine scheduled vehicle inspections and maintenance.

e 9

The broker shall have writien procedures for ensuring that an appropriate corrective action is taken when
a NET provider furnishes inappropriate or substandard services, when a NET provider does not furnish
services that should have been furnished, or when a NET provider is out of compliance with State or

Provider Policy Manual NET Section: 12. 11
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federal laws or regulations. The broker shall report guarierly to DOM on monitoring activities, monitoring

findings, corrective actions taken, and improvements made by the NET provider.

As part of the monitoring process. the broker shall conduct every six (6) months, a beneficiary satisfaction
survey reqarding the NET Broker Program. The initial six (6) month pericd shall be the first six (6) months
during which the broker delivers NET Services. The survey topics shall include. but are not limited to (1)
confirmation of a scheduled trip; (2) driver and broker siaff courtesy; (3) driver and attendant assistance.
when required; (4) overall driver behavior; (5) driver safety and aperation of the vehicle; (8) condition.
comfort, and convenience of the vehicle; and (7) punciuality of service. The purpose of the survev is to
verify the availability. appropriateness and timeliness of the irips provided and the manner in which
broker's staff and the NET provider's staff interacted with beneficiaries. The survey responses received,
and broker's analysis of those responses shall be submitted to DOM no later than sixty (60) days after the

surveys are mailed.

Validation Checks

The broker's payment procedures shall ensure that NET provider claims for reimbursement match
authorized irips and that the trips actually occurred. The broker shall validate that transportation services
paid for under the contract are properly authorized and rendered. The broker shall perform validation
checks on a random sample of at least 5% of NET selvice requests in a month, both prior to the
authorization of the request and after the services are rendered, as specified below. DOM, at iis sole
discretion. may require validation checks of trips to specific services. The broker shall conduct random
pre-fransporiation validation checks prior to authorizing the requesti for no fewer than 3% of the NET
Services requests received in a manth. The broker shall contact the provider and verify that the
beneficiary has an appointment for a covered medical service. The broker shall not verify the medical
necessity of an appointment. if the broker verifies with the provider that no appointment exists. or that the

service is not a covered medical service, the broker shall record in its computer system the reason for the
failed validation check. and broker shall deny the request. If a pre-transportation validation check cannot

be completed because the call to the provider resulted in a busy signal or no answer, broker shall flag the

request for a posi-transportation validation check. and the attempt at validation shall not be counted
toward the 3% requirement.

The broker shall conduct random post-transporiation validation checks on_no fewer than 2% of the NET
services requesis received in a month. The broker shall contact the provider and verify that the
beneficiary had an appointment for a covered medical service. The broker shall verify that the beneficiary
received a covered medical service. The broker shall not verify the necessity of the transportation or of
the medical service, but only that the service occurted. If broker verifies with the provider that there was
no appointment, that the appointment was not kept or that the service was not a covered medical service,
broker shall record in it computer system the reason for the failed validation check. If a post-transportation
validation check cannot be completed because the call {o the provider resulted in a busy signal or no
answer after three (3) attempis. broker shall enter into its system information that will alert the Call Center
Staff that any future requests to this specific provider shall be validated before it can be authorized.

The broker shall pesform pre-iransportation and post-iransportation validation checks for a percentage of
fixed route fransporiation to be established by DOM,

Monitoring Activities Conducted by DOM

DOM will monitor the broker on an on-aoing basis to_ensure that services are being provided in
accordance with the terms of the contract. DOM, the Mississippi Department of Audil, Depariment of
Health and Human Services (DHHS), Centers for Medicare and Medicaid Services (CMS). the Office of
Inspector General (O1G),_the General Accounting Office (GAQ), er any other auditing_agency prior-
approved by DOM, or their authorized representative shall at all reascnable times, have the right to enter
onio the broket's premises. or such other places where duties under the NET broker coniraci are being
performed. 1o inspect, monitor. or otherwise evaluate (ingluding periodic systems iesting) the work being
perdformed. The broker must provide access to all facilities and assistance for DOM and Mississippi Audit

Provider Policy Manual NET Section: 12.11
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Department representatives. All inspections and evaluations shall be performed in such a manner as will
not_unduly delay work. Refusal by the broker to allow access 1o all documents. papers. letters or other
materials shall consiitute a breach of contract. All audits performed by persons other than DOM staff will

be coordinated through DOM and its staff.

Broker Activity Reporis

The broker will be reguired to provide DOM with _reports and utilization data related to the broker's
activities, DOM will provide the broker with a listing of required reports and utilization data. These reporis
and data items will be due within the timeframes stated. DOM reserves the right to request ad-hoc reports
and meodify the listing at any time.

Petformance failures by the broker may cause DOM to access liguidated damades against the broker.
(See Section 12.14)

Provider Policy Manual NET Section: 12.11
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Complaint Resolution

The broker is responsible for receiving, investigating, and responding o any complaini/grisvance

regarding the NET Broker Prodgrarn from beneficiaries. their caregivers, NET providers, and providers.
The broker is responsible for developing a complaint/grievance resolution process that must be approved

by DOM.

The broker shall assign each compliant a unigue tracking number. The broker shall respond to a

complainant within one {1) business day aiter receipt of a complaint. The broker shall attempt to resolve

complaints in accordance with the approved complain resolution process. The broker shaill work with_all
parties and DOM, as necessary, to resolve the compiaint.

Appeals

The broker's complaint /grievance resolution process shall include the rights of any party in the complaint
process to appeal its decision. If the complaini involves a denial of service, the broker shall maintain

records and provide documentation regarding the denial. DOM will have the final authority regarding any

denials of service.

Provider Policy Manual NET Section: 12.12
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The broker shall refer suspected fraud, abuse. or misuse by beneficiaries, NET providers, providers, or
broker staff to DOM’s Bureau of Program Inteqrity within three (3) business davs after discovery of the
suspected fraud, abuse. or misuse. The referral shall detail the NET provider's name and number. the
beneficiary's name and Medicaid D Number, the provider’s name and provider number and a narrative of

all_information the broker has regarding the suspected fraud, abuse, or misuse, including whether the
broker was able to verify that the beneficiary was iransporied to or from a source of medical care.

The broker's staff and management shall be available and shall fully cooperate with any investigation or

review, The broker shall require adherence with these requirements in_any contracis if enters into with
subcontraciors, NET providers, or providers.

The Bureau of Program Integrity may be contacted at (800} 880-5920 or (601) 359-6050 or &t the address
for the Division of Medicaid. Bureay of Program Integrity.

Provider Policy Manual NET Section: 12.13
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Because perfarmance failures by broker may cause DOM io incur additional administrative costs that are

difficult to compute, DOM may assess liquidated damages against the broker pursuant to this section and

deduct the amount of damages from _any payvments due broker. DOM, at its sole discretion, may establish
an_installment deduction_plan for the amount of any damages. The determination of the amount of
damages shall be at the sole discretion of DOM'’s within the ranges set forth below. Self-reporting by
broker will be taken inio consideration in_determining the amount of damages to be assessed. Unless
specified otherwise, DOM will give written notice to broker of the failure thal might resuli in the

assessment of damages and the proposed amount of the damages. Broker shall have thirty (30) days

from the date of the notice in which to dispute DOM's determination. DOM at its sole discretion, may

access damages between $1 and $5.000 for each failure thai occurs or remains uncorrected:

o Failure of broker to correctly authorize. schedule and provide NET setvices, where DOM
determines thai 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 failurgs.

¢ Failure by broker to maintain a current NET Provider Manual and Operations Procedures Manual,

Provider Policy Manual NET Section: 12.14
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Failure by broker 10 ensure that drivers and vehicles meet the minimum requirements or failure by
broker to perform required vehicle inspections.

Failure by broker to maintain a NET provider network adequaie o meet the needs of the contract.
as determined by DOM.

Failure by broker to make timely paymeni to NET providers as required and where DOM
determines that there is a pattemn _of such failures,

Failure by broker io meet the guality assurance and monitoring requirements. including Customer
Satisfaction Survey. detailed in the guality assurance plan and monitoring plan.

Failure by broker to develop or maintain all required elecironic and data systems,

Failure by broker to meet one or more of the Telephone System requirements in any month.

Failure by broker to maintain staffing levels, including the number and qualifications of staff, and
provision of key positions

Failure by broker to conduct pre-iransporiation and post-transportation validation checks as
required.

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

Failure by broker fo submit by the due date any report. data or other material reguired by the
contract, other than utilization data. DOM will give written notice o broker. via fax, avernight mail.
or thorough regular mail, of the late report. data. or material. Broker shall have thirty (30) days

following receipt of the notice in which to cure the failure by submitting the complete and accurate
report. data, or material.

If the report, data, or material has not been submitted with the thirty {30) day period, DOM without further

notice, may access damages, and beginning at each fifieen (15) day period in which the complete and

accurate report, data, or material has not been submitted. and retroactive 1o the original due date, DOM

may make a separate damages assessment for each fifteen (15) day period.

Ulilization Data

[n regards to utilization data, liguidated damades may be assessed for the following:

[

Failure of broker o meet ithe accuracy requirements for_submission of utilization data.
including an accepfance rate of at least 98%
Failure of broker to submit the Utilization Data Repaort an the day of the week specified by

DOM may result in the assessment of damages of up to $1.000 per day for each day the
report is late.

Failure of broker {o submit alt utilization data within_five (5) months after the date of
senvice where DOM determines that there is a pattern of such failures. may result in the
assessment of damages of up 1o $10.000 per occurrence.

Failure of broker to comply with the close out _and turnover requiremenis may result in_the
assessment of damages of up to $25.000. which if imposed, shall be deducied from the
final payment fo be made to broker.

Any other failure of broker that DOM determines constitutes a substantial non-compliance
with any material term _of the coniract not specifically enumerated herein.

Provider Policy Manual NET Section: 12.14
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The following terms will have the meanings defined below;

Available Transportation:_transportation 16 a covered medical service that can be provided safely by a
beneficiary, friend, or relative. The driver must have a valid driver license and there must be an
automobile available to the driver.

Beneficiary: any individual receiving medical assistance for whom NET services is a covered medical
service.

Complaini: _an oral or written expression of digsatisfaction by a benelficiary, a beneficiary’s family
member or other responsible party, or a provider or NET provider,

Covered Medical Service: a medical service that is eligible for reimbursement under DOM’s Medicaid
Program, excluding any services designated by DOM.

Curb-to-Curb Service: iransportation provided to passengers who need little if any assistance between
the vehicle and the door of the pick-up point or destination. The driver shall provide assistance according

to the beneficiary’s needs, but assistance shall not include the lifting of any beneficiary. The driver shall
remaitt at or near the vehicle and not enter any buildings.

Door-to Door Service: transportation provided to beneficiaries with disabilities that need assistance to
safely move between the door of the vehicle and the door of the passenger’s pick-up point or destination.
The driver shall exit the vehicle and assist the beneficiary from the door of the pick-up point. e.q.,
residence, escort the passenger to the door of the vehicle and assisi the passenger in eniering the
vehicle. The driver shall assist the beneficiary throughout the trip and to the door of the desiination.
Drivers, except for ambulance personnel, should not enter a residence.

Encounter: For the purposes of the NET Broker Program, an encounter is a trip leg that has been
completed by the NET provider and has been reimbursed by the broker.

Family Planning Eligibility: \Women of childbearing age, defined as ages 13-44, whose income does

not exceed 185% poverty and who are noi otherwise Medicaid-eligible. gualify for Medicaid covered
family planning services only. These setvices do not include iransportation services.

Hand-to Hand Transporiation: transportation of a beneficiary with disabilities from an_individual at the
pick-up point to a facility staff member. family member or cther responsible party at the desiination.

Provider Policy Manual NET Section: 12.15
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Hospital Discharge: notification by a hospital that a beneficiary is ready for discharge. A hospital
discharge shall be considered an urgent trip.

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

« Fixed Route: transporiation by means of a public transit vehicle that follows an advertised route

on _an_advertised schedule, doegs not deviate from the route or the schedule. and picks up
passengers at designated siops.

¢ Private Aufo: a beneficiary’'s personal vehicle or the personal vehicle of a familv member or
friend, to which the beneficiary routinely has access to drive or be franspored io rouiine non-

medical locations such as grocery stores. schools and churches.

« Basic Vehicle: a motorized vehicle used for the transportation of passengers whose medical

condition does not require use of a wheelchair, hydraulic lift. stretcher, medical monitoring,
medical aid. medical care or medical ireatment during transport, A basic vehicle does not include

Private Auto.

¢ Enhanced Vehicle: a motorized vehicle equipped specifically with ceriified wheelchair lifts or
other eguipment designed to _carry persons in_wheelchairs or other mobility devices, or_is
equipped specifically for the transportation of passengers who cannot sit upright and are required
{o remain in a lving position_during transport. Enhanced Vehicles can only be used to transport
passengers that do not require medical meonitoring, medical aid, medical care, or medical
treatment during transport. Private Autos are not included in this definition.

¢ Non-Emergency Ambulance: a motorized vehicle equipped specifically for the transporiation of
a passenaer whose medical condition reguires transfer by stretcher with medical supervision. The
patient’s condition may_also_require the use of medical eguipment. monitoring. aid, care, or
ireatment, including the administration of drugs or oxygen during the transport.

e Qther Transportation; Any commercial carrier, such as Amirak, buses (such as Greyvhound) or
airplanes.

Non-Emergency Medical Transportation (NET) Services: necessary non-emergency transportation
services provided to Medicaid eligible beneficiaries to ensure reasonable access to and from covered
medical services. Necessary fransportation is defined as the mode of transportation available that is most
appropriate to the needs of the beneficiary.

NET Provider: a person or entity that is approved by DOM and participates in the network of the broker
to furnish NET services to beneficiaries under the Medical Assistance Program.

On Time: the period beginning 15 minutes before the scheduled pick-up time and ending 15 minuies
after the scheduled pick-up time.

Person: any individual, corporation, proprietorship., firm, parinership. limited liability company, limited
partnership, trusi, association. governmental authority or other entity. whether acting in an_individual,
fiduciary or other capagcity.

Qi-1: Qualified Individual-1. In the QI-1_Program, Medicaid pays the beneficiary’s Medicare pari B
premium. A Qi-1 does not qualify for transportation services.

QOMB: Qualified Medicare Beneficiary. In the QMB Program, Medicaid pays the beneficiary's Medicare
premiums, deductibles. and coinsurance. A GMB beneficiary does not quality for transporiation services.

Single Trip: a request or authorization for NET service 1o a single covered medical service appointment
{can be one or multiple trip legs).

Provider Policy Manual NET Section: 12,15
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Standing Order: a request or authorization for NET services to multiple recurring medical appointments

for the same beneficiary with the same provider for the same ireatment or condition.

SLMB: Specified Low-iIncome Beneficiary. In the SLMB Program, Medicaid pays the beneficiary’s
Medicare Part B premium. A SLMB beneficiary does not qualify for transportation services.

State: the State of Mississippi. as represented through any agency, department, board, or commission.
State Facilitv: any facility, site, or location owned. managed, controlled. or operated by the State.
Third Party: any entry other than DOM, the broker. or any of their respective Affiliaies.

Trip Leq: one-way transportation from an origin to a destination.

Urgent Trip: NET services required for an unscheduled episodic situation in which there is no immediaie
threat to life or limb but the beneficiary must be seen on the day of the request. A hospital discharge shall

be an urgent trip.

Provider Policy Manual NET Section: 12.15
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