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Your
Non-Emergency Medical
Transportation

New Transportation Manager and
Service Improvements
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* New NEMT Manager
* Service Improvements
* Policy Improvements
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New NEMT Manager



Veyo In Wisconsin

NEMT Vendor Contact Points
e Member & Health Providers

Wisconsin Offices

e Over 100 Wisconsin Contact

based staff > Book Trips or Submit

: Grievances

* Madison Office o Tel: 866-907-1493

o Market Operations

o Call Center o Transportation Providers Contact

, Becoming a Transportation

e Milwaukee Office Provider with Veyo

o Market Operations Tel: 608-673-3870
Email:

providerswi@veyo.com
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Service Improvements



Interactive
Voice

Response
(IVR)

Flow
Overview

Iﬁncoming Call
Transportation}— ~— —»
Line

Greeting

) For example,
Who is member or
calling? facility

/ All operations
Why are you are accessed

calling? through a main
menu

Members are asked if
they would like to opt
into SMS Trip Updates.
They are only asked
once.

P E—

SMS Opt-in -

Members are asked to validate
using 3 of the following
ForwardHealth ID

Date of Birth

First and Last Name

~ — — Validation

Address The next available
Phone Number agent will answer the

call

With an Agent

Agent or

» Automated
Service

Information contained in this presentation is considered confidential and can not be shared without the express written consent of Veyo and DHS
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Want to Recelve Text Messages
About Your Ride?

« When you call Veyo for the first time to schedule a

O

©)
O
©)

O

ride, the agent will ask you whether or not you
would like to receive text message notification.

* You will receive the following types of notifications:

A booking confirmation after a ride has been booked
A reminder 24 hours prior to pickup
A notification when your driver is en route

Details about your driver, such as: name, contact
number, license plate, vehicle description

A notification the driver has arrived

An opportunity to rate the ride after it has been
completed
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Recelving Veyo Text Messages

* You can cancel an upcoming
ride by responding to the
reminder text.

How was your ride

Your trips on Mar 12 10:00 AM
FROM: 23412 South St.

TO: 4875 Eastgate Mall with Nadeem on

. sy 2020202 || ¢ If you have not scheduled a

ride home from your

appointment, you will have
el the ability to request a return
=T sO/ed ride with a text message.
oo || © You can opt out of text
I, 9 2652 sty e messages at any time by
responding STOP or
UNSUBSCRIBE.
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Veyo Member Portal

* Veyo has an online portal
that you can use on a
computer, smart phone, or
other mobile device.

o ‘-‘u‘
veyo MEMBER PORTAL veyo |MFMBFRPDRTAI

Create Account

First, we need to make sure you are in our

system. Please enter your name exactly

o (1 how it appears on your Member 1D card.

D*’\
f A = | |  MemberFirst Name

e | o

| » You can use the portal to

Sign in or create a R book rides and view trip and
new account
View, Manage and Book Veyo Trips Member Date of Birth

driver information.

Directly from your phone

C CREATE ACCOUNT >

Privacy Policy.

* To use Veyo’s online portal,
go to_member.veyo.com
(available on November 1).
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https://member.veyo.com/member-landing

Rideview Facility Portal

RideView is a web-based portal
available to all health care providers.
It enables real-time visibility and
trip management capability,
including:

* Real-time arrivals

*  Will-call / dispatch requests

* Trip management

* Trip booking

* Facility management

 Mode mix
* Public transit options

RIDEVIEW

Phoenix Hospial

Beeousn®
Mercy Care REHA

Apr20  10:30AM

Repeating Trip

Eviry Monday, Wednasday ard Friday

TRIF 1

994 Big Rock Canyon Dr.

Q143 Weshire D,

Apra0 1230PM

Carclina Blackeood

Haydun Normansan

St ot Date *
Al Statuses = 4/20/2020 Confirmation #

DOB: 027151952 CONF #: 12345678

End Daté 05292018 L

Primary Contact
1{555) 6549930

Dviver Info
Tom Hanics {Veyo Califomia)

MID: 50930928 DOB: 0471971975 CONF #: 509988%8

Veyo’s Facilities Training and Outreach Manager will assist with Rideview integrations.

Email WIFacility@veyo.com for more information.
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B
A New Critical Care Team

* Veyo 1s implementing a Critical Care Team to 1dentify and
manage transportation to critical appointments such as
dialysis, cancer treatment, and hospital and dental
appointments.

* Rides to these appointments are scheduled like normal.

* This unit proactively 1dentifies these rides and provides
another layer of oversight to ensure critical trips are
successful.
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Policy Improvements
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New Third-Party Review Process for
Denials

Agree

. . Disagree & . Affirm Member Letter
Reservation Adverse Decision & . 3™ Party Reviewer ..
Request Review Decision Issued
Reverse
Decision
Corrects Adverse

Decision
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Improving Your Experience:
Public Transportation

We’ve set new standards to ensure reasonable public
transportation.

* You will not be dropped off more than 90 minutes before your
appointment.

 You will have 3 or fewer transfers.

* There will be at least 45 minutes from when your appointment
ends to arrive at the pick up location.

» Total travel time will be no more than 45 minutes longer than
the average travel time when using direct transport.
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-
Improving Your Experience:

Additional Riders

* Veyo will accommodate additional riders who are not
medically necessary when:

o Additional rider(s) are requested by a healthcare facility.
o Additional rider(s) are under the care of the member.
o Additional rider(s) are legal dependents of the member.

o An additional rider acting as a support person for the member 1s
needed.

« Accommodations will be based on the number of seats
available in the approved mode of transportation.
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Additional Resources

Dhs.wisconsin.gov/aboutdhs/alerts.htm
Sign up for DHS email alerts and updates on a range of topics

Dhs.wisconsin.gov/badgercareplus/NEMT/index.htm
DHS NEMT member webpage with updates, fact sheets, videos

Forwardhealth.wi.gov/W]IPortal/Subsystem/KW /Display.aspx
Na=1&p=1&sa=129
ForwardHealth Provider Handbook that contains detailed NEMT policies.
You must accept a user agreement before accessing the content.

Dhs.wisconsin.gov/forwardhealth/partners.htm
Updates for community partners on changes in policy and coverage.

Forwardhealth.wi.gov/WIPortal/Subsystem/Publications/For
wardHealthCommunications.aspx?panel=Updates
Updates for providers on changes in policy and coverage.
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B
Additional Resources

Veyo Websites
 Wl.nndewithveyo.com

o Links and resources for providers and members
« Member.veyo.com

o Mobile-friendly member portal
* Veyo.com/rideview
o Facility-based website
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WI.ridewithveyo.com
http://www.member.veyo.com/
http://www.veyo.com/rideview

Thank You!



