
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 medicallv necessarv transportation for anv beneficiarv who has no other 
means of transportation available to anv Medicaid-reimbursable service for the x>uroose of receivinq 
treatment, medical evaluation, obtainina prescription druas or medical eauipment. Beneficiaries enrolled 
in the Qualified Medicare Beneficiarv (QMB), Specified Low Income Beneficiarv (SLMB). Qualified 
Individual (QI-l), or Familv Plannina eliaibilitv cateaories are not eliaible to receive NET. 

The Division has developed a NET Broker Proqram in order to provide Medicaid NET bv means of 
appropriate vehicles to include wheelchair vans, taxis, minivans, sedans, and public trans~ortation buses. 
The broker operates statewide and the broker determines the transportation ~rovider who provides each 
transport. 
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In order to be eliaible for NET services, a beneficiarv must be currentlv eliaible to receive Medicaid 
services. Beneficiaries in the followina Cateaories of Eliaibilitv are not eliaible to receive NET services: 

Familv Planninq 

Qualified Medicare Beneficiarv (QMB) 

Specified Low-Income Medicare Beneficiarv (SLMB) 

Qualified Individual (QI-1) 

The possession of a valid Medicaid card does not automaticallv render a Medicaid beneficiarv eliaible for 
NET services. In addition to beina in an eliaible cateaorv of eliaibilitv, a beneficiarv must: 

reauire the services covered bv Medicaid from a Medicaid a ~ ~ r o v e d  provider; 

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

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

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

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

Provider Policy Manual NET Section: 12.02 
Page +eH 



A beneficiarv mav reauest that familv member of friend serve as their attendant durina a transport. The 
broker mav reauire that the need for an attendant be verified bv a written medical certification from the 
medical provider. In addition. medical certification mav be reauired if the beneficiarv is reauestinq 
transportation other than to the nearest appropriate provider. All transports bv ~ubl ic  air will reauire 
written certification. 

Residents of Lona Term Care Facilities mav be transported to dialvsis services throuah the NET Broker 
Proaram. Refer to section 12.03 Transports of Nursina Facilitv Residents. 
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All transportation for nursina facilitv residents, whether emeraencv or non-emeraencv must be arranaed 
bv nursina facilitv staff. Beneficiaries must not be denied access to medical care because nursina facility 
staff did not arranae transportation in advance. 

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

If the case does not aualifv for benefits throuah the Ambulance Proaram, the nursina facilitv must arranae 
transportation throuah a familv member, a nursina facilitv vehicle, or an outside resource. Staff at the 
nursina facilitv mav ask the familv to transport the resident in personal vehicles if the condition of the 
patient is appropriate for that mode of transportation. The nursina facilitv staff is reswonsible for arranainq 
and providina transportation for a resident when the familv does not provide the transportation. The 
transportation mav be provided in nursina facilitv vehicles or bv utilizina outside resources. Costs for 
providina this level of service are to be reported bv the nursina facilitv on their cost reports and are 
reimbursed throuah the facilitv per diem. The nursina facilitv rnav not require the familv to transport the 
beneficiarv and the nursina facilitv mav not bill the familv nor the resident for transportation. 
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The nursina facilitv mav make referrals to the Non-Emeraencv Transportation Broker Proaram, if the 
resident has no means of transportation for a non-emeraencv transport and non-emeraencv medical 
transportation is not reauired. 

If a beneficiarv is transferred from a nursina facilitv to a hospital and remains hospitalized for lonaer than 
fifteen (15) davs and is discharaed from the nursina facilitv, transportation for these beneficiaries should 
be arranaed bv the hoseital. 

If there has not been a final discharae from the nursina facilitv and the beneficiarv is in the hospital, 
transportation back to the nursina facilitv must be arranaed bv the nursina facilitv staff. 
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The NET Broker is responsible for the followina: 

General Administration 

The broker is reseonsible for administerina and operatinu the NET Broker Proaram, includina but not 
limited to the authorization, coordination, schedulina. manaaement. and reimbursement of NET services. 
In addition, the broker is responsible for the followina: 

The broker shall understand all DOM policies reaardina NET services. DOM will ~rovide 
assistance as needed with interpretation and clarification of DOM policv and will notifv the broker 
as chanaes are made that affect the NET Broker Proaram. 

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

The broker shall have written materials for the benefit of the beneficiaries that shall be easily 
understood bv individuals who have a sixth-arade readina level, be available in Enalish and such 
other lanauaae as DOM mav reauire at anv time with written notice to the broker, and be 
available 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 readilv retrievable within three (3) workdavs for review at the reauest 
of DOM and its authorized representatives. All records shall be maintained and available for 
review durina the entire term of the contract and for a period of five (5) vears thereafter, unless an 
audit is in proaress. When an audit is in proaress or audit findinas are unresolved. records shall 
be kept for a period of five (5) vears or until all issues are final resolved, whichever is later. 

The broker shall maintain the necessarv software and hardware necessarv to provide NET 
services throuah the NET Broker Proaram. 

The broker shall be responsible for providina DOM with reports and utilization data. A listina of 
reports and utilization data will be provided to the broker bv DOM and shall at minimum include 
those reports detailed in the Reauest for Proposals. DOM reserves the riaht to amend this list at 
anv time and reauest ad-hoc reports as needed bv DOM. Report formats mav include paper 
reports or data files. Broker shall provide additional reports or make revisions in the data 
elements or format upon the reauest of DOM, without additional charae to DOM and without a 
contract amendment. Upon reauest of DOM, broker shall su~plv the underlvina data to support 
anv report submitted. The data shall be in a mutuallv aareed upon electronic file format. The 
failure to meet the timeliness standard set forth for each report mav, in the sole discretion of 
DOM: result in the assessment of damaaes as s~ecified in Section 12.14. 

The broker shall emplov a full-time Proiect Manaaer who shall have dav-to-dav authoritv to 
manaae the NET Broker Proaram. The Proiect Manaaer shall be available to DOM durina reaular 
business hours of DOM operation. 

The broker shall emplov a Call Center Manaaer to oversee all functions related to the Call Center. 
The broker shall not hire a new Call Center Manaaer without prior approval from DOM. 

The broker shall emplov staff who can address the uniaue needs of beneficiaries while assuring 
that services are provided in the most economical manner. Broker shall emplov a sufficient 
number of trained and experienced staff to perform the services reauired under the contract, 
jncludina staff experienced in communicatina with medical personnel. Broker shall emplov 
manaaement staff who are experienced in staff development and trainina, supervision of staff, 
development and implementation of operations. develo~ment and revision of policv and 
procedures, wlannina, and beneficiarv and provider relations, and who have aood 
communications skills. and possess innovative problem solvina skills. Broker shall emplov staff 
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who is able to urovide dailv on-site data svstems suuuort, uerform report develoument and 
analvsis, and uerform all reauired information svstem functions. 

The broker shall urovide DOM with a listina of all subcontractors that broker intends to use for anv 
administrative functions of the NET Broker Proaram, other than NET urovider. Additionallv, for 
each subcontractor, broker shall: 

= List the subcontractor's name, address, contact uerson, and uhone number. 

Detail the exact nature of the subcontractor's res~onsibilitv for the NET Broker Proaram, and 
the uroiected date the subcontractor will beain work. 

Detail the time, scoue of work. and aualitv of uerformance for anv past work performed bv the 
subcontractor in coniunction with broker. 

State the conseauences of failure to uerform. 

Provide five references for the subcontractor. 

Provide a draft of the urouosed subcontract. 

The brokers understands that DOM assumes no resuonsibilitv with resuect to accidents, illness, 
or claims arisina our of NET broker services. The broker must take all steus necessarv to protect 
all individuals involved in urovidina NET services. The broker aarees to comulv with all auulicable 
state, local, and federal occuuational and safetv acts, rules, reaulations, and laws and aarees to 
ensure that NET uroviders are urouerlv insured. 

Brokerase Process 

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

information Svstems: The broker shall have in place its information svstem for use bv the broker 
to screen, assian, disuatch. and monitor urocesses to ensure consistent auulication of auidelines. 
The broker shall disulav beneficiarv's' permanent and temuorarv suecial needs, auurouriate mode 
of transuortation, and anv suecial instruction reaardina the nearest au~rouriate urovider, and anv 
other information necessarv to ensure that auurouriate transuortation is authorized and urovided. 
Information shall be easilv accessible bv all Call Center staff on their workstation comuuters. 

Recruitina and neaotiatina service aareements with transuortation uroviders: The broker shall 
establish a network of NET uroviders and neaotiate reimbursement with aualified transuortation 
entities. All NET uroviders shall be auuroved bv DOM. 

The broker is urohibited from establishina or maintainina service aareements with NET uroviders 
that have been determined to have committed fraud of a State or federal aaencv or have been 
suspended, terminated or barred from uarticiuation in the Medicaid Proaram. The broker shall 
terminate a service aareement with a NET urovider when substandard uerformance is identified 
or when the NET urovider has failed to take satisfactorv corrective action within a reasonable 
time. DOM reserves the riaht to direct the broker to terminate anv service aareement with a NET 
provider when DOM determines it to be in the best interest of DOM. The NET urovider shall be 
allowed fifteen (15) davs to reauest a review of the decision bv broker or DOM or both. Failure to 
reauest a review within fifteen (15) davs shall be a waiver of the NET urovider's riaht to reauest a 
review. 

Adeauacv of Network: The broker shall recruit sufficient NET uroviders to meet the transuortation 
needs of the beneficiaries. The broker shall also ensure that its NET uroviders have a sufficient 
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number of vehicles available to meet the timeliness reauirements of the NET Broker Proaram. In 
the even the broker or DOM identifies an area of the state with insufficient transportation 
resources: the broker will have ten (10) business davs after the date of notification to recruit 
sufficient NET providers to meet the trans~ortation needs of the beneficiaries. The aeoara~hic 
coveraae area shall include the entire State of Mississippi and the medical communities in the 
adiacent states of Alabama, Arkansas, Louisiana. and Tennessee. 

Pavment Administration: The broker shall provide timelv pavment to each transportation provider 
based on authorized services rendered. The broker shall pav at least ninetv-nine percent (99%) 
of all "clean claims" from NET providers within ninetv (90) davs followina receipt. A "clean claim" 
means one that can be processed without obtainina additional information from the NET provider 
or from a third partv except that it shall not mean a claim submitted bv or on behalf of a NET 
provider or provider who is under investiaation for fraud or abuse, or a claim that is under review 
for medical necessitv. Complaints or disputes concernina ~avments for the ~rovision of services 
shall be subiect to the broker's provider arievance resolution svstem. (See Section 12.12). 

Gate keepina: The broker shall screen all reauests for NET Services to confirm each of the 
followina items: 

the beneficiarv is eliaible for NET services; 
= the beneficiarv has a medical need which reauires NET services; 

the most economical mode of transportation appropriate to meet the medical needs of the 
beneficiarv are used, aiven the beneficiarv's mobilitv status and personal capabilities on the 
date of service (Broker shall document the reason in detail if broker approves a mode of 
transportation that is not the most economical); 
the provider is the nearest appropriate provider to the beneficiarv; 
if an attendant or assistance reauested is necessarv. Broker mav reauire a medical 
certification statement from the beneficiarv's phvsician in order to approve Door-to Door 
Service or Hand-to-Hand Service; 
the medical service for which NET service is reauested is a covered medical service: and 

= the beneficiarv does not have access to available transportation (Broker shall reauire the 
beneficiarv to orallv certifv this). 

Receivina Reauests: The broker shall reauire that reauests for NET service to a sinale covered 
medical service appointment be made orallv via a toll-free telephone number. Other methods of 
receipt of trip reauests mav be allowed with the approval of DOM. Beneficiaries, beneficiaries' 
familv members, or auardians and providers shall be allowed to make reauests for NET services 
on behalf of beneficiaries. The broker shall also establish policies and procedures reaardina who 
can reauest NET services for standina orders, in order that beneficiaries are not reauired to 
continuallv arranae for repetitive appointments. 

The broker shall educate beneficiaries on how to reauest NET services. The broker shall instruct 
beneficiaries that reauests for NET services must be made at least three (3) business davs 
before the NET service is needed. Because schedulina issues will occasionallv occur. the broker 
shall demonstrate the abilitv to handle uraent trips. last minute reauest from beneficiaries, 
schedulina chanaes, and NET providers who do not arrive for scheduled pick-ups. The broker 
shall provide additional education to beneficiaries who habituallv reauest transportation less than 
two (2) business davs in advance of the appointment time. 

Reservina and Trips Assianina: The broker shall receive reauests for NET services, screen each 
reauest, and, if authorized, schedule and assian the trip to an appropriate NET provider. The 
broker shall not deleaate screenina, authorization, or schedulina duties. The broker mav deleaate 
dispatch activities to the NET provider, but the broker shall retain res~onsibilitv for the proper 
performance of dispatch activities. The broker shall ensure that the averaae waitina time for pick- 
up does not exceed 15 minutes. The broker shall ensure that beneficiaries arrive at pre-arranaed 
times for appointments and are picked up at we-arranaed times for the return trip if the covered 
medical service follows a reliable schedule. The pre-arranaed times mav not be chanaed bv the 
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NET provider or driver without prior permission from the broker. The broker and a NET provider 
mav aroup beneficiaries and trips to promote efficiency and cost effectiveness. The broker may 
contact providers in this process. 

Trip Notification: The broker shall notifv the NET provider of the assianment at least two (2) 
business davs prior to the trip. if possible, and shall timelv assian the trip to another NET orovider 
if necessarv. For hospital discharaes. the broker shall contact an approoriate NET provider so 
that pick-up occurs within three (3) hours after notification. The broker shall notifv the NET 
provider in an expeditious manner anv trips that are cancelled bv a beneficiarv. 

If possible, the broker shall inform the beneficiarv or the beneficiarv's representative of the 
transportation arranaements durina the phone call reauestina the NET service. Otherwise, the 
broker shall inform the beneficiarv or representative bv later phone call, bv facsimile, or bv letter. 
It the broker sends a letter, the letter shall me mailed in time to be received bv the beneficiarv 
prior to the date of NET service. 

Timeliness: The broker shall authorize and schedule routine NET services for ninetv-eiaht 
percent (98%) of all reauests within three (3) business davs after receipt of the reauest. The 
broker shall authorize and schedule routine NET services for one hundred percent (100%) of all 
requests within ten (10) business davs after receipt of a reauest. If broker requires additional 
information in order to authorize a reauest, broker shall place the reauest on hold and shall 
reauest the additional information within twentv-four (24) hours after receipt of the reauest. broker 
shall soecifv the date bv which the additional information must be submitted. Timelv reauests by 
broker for additional information shall stav the authorization period. If the additional information is 
not received bv the date specified bv broker. broker shall denv the reauest except NET services 
to an a~oointment for chemotheraov, dialvsis, and hiah-risk preanancv. In those instances, broker 
shall authorize sinale trips and pursue receipt of necessarv information to authorize a standinq 
order. 

Reportinq Abuse and Sexual Harassment 

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

NET Provider Service Aqreements 

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

Pavment administration and timelv ~avment; 

Modes of transportation; 

Geoaraphic coveraae area(s); 

Attendant services; 

Telephone and vehicle communication svstems; 

Information svstems; 

Schedulina; 
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Disuatchina; 

Pick-uu and deliverv standards; 

Uraent triu reauirements; 

Driver aualifications; 

Exuectations for Door to Door. Hand to Hand, Curb to Curb; 

Driver conduct; 

Driver manifest deliverv; 

Vehicle reauirements; 

Back-up service; 

Qualitv assurance; 

Non-comuliance with standards; 

Trainina for drivers; 

Confidentialitv of information; 

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

Indemnification lanauaae to urotect the State of Mississioui and DOM; 

Evidence of insurance for vehicle and driver; 

Submission of documentation as reauired bv DOM: and 

Aoueal and disuute resolution. 

Post-Transportation Authorization Reauests 

The broker shall develop and imulement with the aunroval of DOM, a uolicv to allow for uost- 
transuortation authorization of NET services. Post-transportation authorization shall be allowed in 
instances when prior authorization was not obtainable, such as services reauested when the Call Center 
was closed. The broker's post-trans~ortation authorization oolicv shall ensure that all auulicable 
reauirements of ure-transportation authorization are considered for the post-transoortation authorization, 
and shall establish a timeliness reauirement for the submission of uost-transuortation authorization 
reauests. 

Adverse Weather Plan 

The broker shall have a written plan for transoortina beneficiaries who need critical medical care, during 
adverse weather conditions. "Adverse weather conditions" includes. but is not limited to, extreme heat, 
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Reportins Accidents 

The broker shall document accidents and incidents that occur in coniunction with a scheduled trip when a 
beneficiarv is present in the vehicle. An incident is defined as an occurrence, event, breakdown, or public 
disturbance that interrupts the trip, causina the driver to stop the vehicle, such as a oassenaer becomes 
unrulv or ill. The broker shall report the details of the accident or incident within 24 hours if there were 
iniuries: otherwise. the report is due within 72 hours. 

NET Provider Manual 

The broker shall develop and maintain a NET Provider Manual. The NET Provider Manual shall contain 
all policies and procedures for the NET Broker Proaram. The NET Provider Manual shall be reviewed, 
updated, and distributed to all NET providers annuallv and whenever chanaes in operation are made. 
Updates and chanaes must be prior amroved bv DOM before distribution. DOM will notifv the broker in 
writina if a modification is reauired, and the broker shall incorporate anv modifications within ten (10) 
business davs after such notification. 

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

NET provider enrollment and participation reauirements; 

NET provider file maintenance and record kee~ina reauirements; 

Standard reimbursement reauirements; 

Covered and Non-Covered Services; 

Vehicle reauirements; 

Limitations and considerations of NET services to covered medical services. 

The broker shall provide the NET Provider Manual to all broker staff. In addition, the broker shall make 
the NET Provider Manual available electronicallv throuah a link on broker's website, and shall incorporate 
the NET Provider Manual into all trainina Droarams for NET ~roviders and the broker's emplovees. 

Beneficiarv Education Plan 

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

Eliaibilitv reauirements for NET services; 

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

In addition, the broker shall provide continuina education to beneficiaries who do not com~lv with 
established policies and procedures of the NET Broker Proaram. The broker mav impose transportation 
options on beneficiaries with excessive incidents of non-compliance. 

In the case of beneficiaries who are chronicallv late or absent for scheduled trips, the broker mav reauire 
the beneficiarv to call when the beneficiarv is readv to be picked up. Neither the Broker nor the NET 
provider mav charae beneficiaries for no-shows. The broker shall have policies and transportation options 
in place for beneficiaries whose behavior en-route threatens the safetv of the beneficiarv, driver. or other 
passenaers. 
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The broker shall maintain a record of beneficiaries for whom transportation options are imposed. 

Oljeratina Procedures Manual 

The broker shall develop an operations procedures manual detailina all procedures to be used in 
schedulina and deliverv of NET services. DOM mav reauire modification of the Operations Procedures 
Manual at anvtime. The broker shall modifv the Operations Procedures Manual within ten (10) business 
davs of notification. The broker shall provide a cow of the Operations Procedures Manual to all broker 
staff and shall incorporate it into all trainina proarams for new emplovees. 

Business Continuitv and Disaster Recoverv Plan 

The broker shall develop a Business Continuitv Plan and a Disaster Recoverv Plan that shall detail the 
steps the broker will take to enable them to continue to meet all reauirements of DOM in the event of an 
outaae or failure of DOM's or broker's data. communication or technical support svstem. The broker shall 
review and update the Business Continuitv Plan and Disaster Recoverv Plan at least annuallv. 

Data Security 

The broker shall complv with DOM's written policies and procedures reaardina data securitv and intearitv. 

Qualitv Assurance Plan 

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

Broker's procedures for certification that all NET services paid for are pro~erlv authorized and 
actuallv rendered; 

Broker's plan to develop safeauard aaainst fraud and/or abuse bv NET providers, providers, 
beneficiaries and broker staff and fulfill DOM reportina reauirements reaardina such activitv; 

Broker's aareement to indemnifv DOM aaainst anv causes of actions or claims of oavment 
brouaht bv NET providers or beneficiaries: and 

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

Turnover Plan 

The broker shall develop a Turnover Plan to provide for an orderlv and controlled turnover of broker's 
resDonsibilities 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 the 
proposed approach to turnover, the tasks and subtasks for turnover, a schedule for turnover, the 
operational resource reauirements, and anv trainina to be provided, and procedures for the transfer of 
data. documentation, files, trainina materials, the operations procedures manual, brochures, pamphlets, 
and all other written materials and records developed in support of the NET Broker Proaram. 

In the event DOM desires a turnover of the duties and obliaations of broker to DOM or to a new broker 
upon termination of the contract, DOM shall aive written notification to notifv broker of the need for 
turnover at least ninetv (90) davs prior to the termination date of the contract. The turnover period shall 
beain on the date specified bv DOM in the notice and shall continue until DOM determines that all of the 
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broker's contract duties and obliaations have been met. even if that date extends bevond the termination 
date of the contract. DOM shall provide written instructions in the notice reaardina the ~ackaaing, 
documentation, data formats, deliverv location, and deliverv date of all records. data, and information 
DOM determines are reauired to provide for an orderlv turnover. 

The broker shall complete all duties reauired in the contract with reaard to reauests for NET services for 
dates of services up to and includina 11 :59 p.m. Central Time on the termination date of the contract. 
These duties include. but are not limited to: 

Schedulina, authorization and provision of NET services; 

Successful submission to DOM of all utilization data 

Generation and sendina of all reauired notices to providers and beneficiaries; 

Validation checks as reauired bv DOM; and 

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

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

lnformation includina, but not limited to. the number, the review status and the completion date of 
all transportation that was scheduled, authorized or provided bv broker prior to 11 :59 p.m. Central 
Time on the termination date of the contract and that have not been transmitted to DOM for 
processina. 

lnformation includina, but not limited to, the number, the review status and the completion date of 
all transportation that was scheduled, authorized or provided bv broker prior to 11 :59 p.m. Central 
Time on the termination date of the contract and that DOM returned to broker as U ~ D ~ O C ~ S S € ! ~  

with an error code. 

lnformation on anv other deliverables that are pendina as of 11:59 p.m. Central Time on the 
termination date of the contract, includina, but not limited to, anv outstandina reports, the status of 
anv unresolved complaints or arievances, and the status of anv DOM appeal hearinas that have 
been scheduled or are in process. 

The broker shall answer anv written auestions from DOM or a new broker reaardina the review of the 
information and data that broker has transferred to DOM or a new broker. Broker's answers shall be 
in writina and shall be submitted to DOM or the new vendor within five (5) business davs after receipt 
of the auestion. 

DOM shall notifv broker of the date, time, and location of meetina(s) reaardina the closeout or 
turnover to be held amona DOM, broker, and anv new broker. Broker shall provide a minimum of two 
individuals to attend the meetinas. The individuals attendina shall be proficient and knowledaeable 
reaardina the paper materials and electronic data to be transferred and delivered to DOM or a new 
vendor. 

The broker shall not receive ~avment or reimbursement, other than the final administrative ~avment 
to be made for the performance of turnover activities, whether broker performs those activities before 
or after the date of contract termination. The final administrative pavment shall be made upon 
determination bv DOM that all reauirements under the contract have been completed. 
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Modes of Transportation 

The most common mode of NET services is bv around vehicle. The broker arranaes around NET services 
for Medicaid-eliaible persons. The broker makes arranaements for NET services for anv Medicaid 
beneficiarv who calls for transportation services and meets the reauirements as specified in the eliuibilitv 
section. (Refer to Eliaibilitv, section 12.02, in this manual). Contact is made bv the beneficiarv to the 
broker. Broker staff takes the call and verifies the beneficiarv's eliaibilitv and medical appointment and 
that the beneficiarv has no other means of transportation. The broker staff is responsible for ensurina that 
transportation services are not available throuah other communitv resources. If no other source of 
transportation is available, broker staff then contacts a NET provider on the beneficiarv's behalf and 
makes the necessarv arranaements for transportation for the beneficiarv to a medical provider. The 
broker mav utilize, but is not limited to, the followina modes of transportation: 

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

The broker shall distribute or arranae for the distribution of fixed route passes to beneficiaries for 
whom fixed route transportation is the most appropriate mode of transportation. 

The furthest distance a beneficiarv rnav be reauired to walk to or from a fixed route transportation 
stop is % of a mile. If broker determines that fixed route transportation is an appropriate mode of 
transportation for a beneficiarv. but the beneficiaries reauests a different mode of transportation, 
Broker mav require the beneficiarv to verifv his or her mobilitv limitations, includina, but not limited 
to. reauirina the beneficiarv to supplv documentation from his or her phvsician. Broker shall 
consider the followina when determinina whether to allow an exception: 

Beneficiarv's abilitv to travel independently, includina the aae of the beneficiarv travelinq 
to the medical appointment, and anv permanent or temporarv debilitatina ~hvsical or 
mental condition that precludes use of fixed route transportation; 

Availabilitv of fixed route transportation in the beneficiarv's area or communitv, includinq 
the accessibilitv of the location to which the beneficiarv is travelina and whether the 
beneficiary must travel more than Y2 of a mile to or from the fixed route transportation 
stop: 

Whether inclement weather conditions (includina extreme heat and cold) or other 
pertinent factors make use of fixed route transportation unfeasible; 
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Whether the fixed route transportation schedule is compatible with the beneficiarv's 
appointment times for the covered medical service. In this instance. "com~atible" means 
that the schedule will allow the beneficiarv to arrive at the drop off location no more than 
ninetv (90) minutes prior to the scheduled appointment time and will allow the beneficiarv 
fortv-five minutes after the estimated time the appointment will end to arrive at the pick-up 
location; and 

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

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

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

Enhanced Vehicle: a motorized vehicle eauipped specificallv with certified wheelchair lifts or other 
eauipment desianed to carrv persons in wheelchairs or other mobilitv devices, or is eauip~ed 
s~ecificallv for the transportation of Dassenaers who cannot sit u~riaht and are reauired to remain 
in a lvina position durina transport. Enhanced vehicles can onlv be used to transport wassenaers 
that do not reauire medical monitorina, medical aid, medical care. or medical treatment durinq 
transport. An enhanced vehicle does not include private auto. 

Non-Emeraencv Ambulance: a motorized vehicle eauimed specificallv for the transportation of a 
passenaer whose medical condition reauires transfer bv stretcher with medical supervision. The 
patient's condition mav also reauire the use of medical eauipment, monitorina, aid. care, or 
treatment, includina the administration of druas or oxvaen durina the transport. Non-Emeraencv 
Ambulance transports reauirina medical monitorina or supervision will be referred to DOM's 
Ambulance Proaram. 

If throuah the NET Broker Proaram, rather than the Ambulance Proaram, the broker authorizes 
transport bv wav of ambulance, the Certificate of Medical Necessitv for Non-Emeraencv 
Ambulance Transportation form is not reauired. This tvpe of transport mav be a~proved bv the 
broker on an exception basis onlv when the transport is necessarv and does not meet the criteria 
for transport throuah the Ambulance Proaram. 

Other Transportation: Anv commercial carrier, such as Amtrak, buses (such as Grevhound) or 
airplanes. The use of commercial carriers must be medicallv necessarv and approved bv DOM 
prior to transport. 

As with all Medicaid funded services, Medicaid NET services are available onlv as a last resort. Other 
non-Medicaid funded sources of non-emeraencv transportation services must be utilized first. 

Excessive Distance 

The broker mav auestion whether a covered medical service could be provided closer to the beneficiarv's 
residence. Examples of ~ossible excessive distance requests include a reauest for NET services to a 
provider that is not in the area where the beneficiarv resides, or a reauest for NET services to a provider 
that is not in the same countv, borderina countv or metropolitan area in a borderina state for beneficiaries 
livina in rural areas. Upon aporoval bv DOM, the broker rnav denv the reauest if the covered medical 
service is available closer to the beneficiarv's residence and a medical certification from a medical 

Provider Policy Manual NET Section: 12.05 
Page 2 of 3 



provider to certifv that the beneficiarv is unable to be treated at a closer facilitv is not obtained. The one 
exce~tion to the medical certification requirement is transport to the Universitv Medical Center. Jackson, 
MS. - 
If a beneficiarv has recentlv moved to a new area. broker shall allow lona distance transportation for up to 
ninetv (90) davs if necessarv to maintain continuitv of care until the transition of the beneficiarv's care to a 
closer appropriate provider can be completed. Broker shall monitor the freauencv of authorizations of 
NET services involvina excessive distance per beneficiarv. 

Travel Time 

The broker shall ensure that NET providers arrive within the scheduled pick-up window. Drivers shall 
make their presence know to the beneficiarv and wait until at least five (5) minutes after the scheduled 
pick-up time. If the beneficiarv is not present for oick-up. the driver shall notifv the NET provider's 
dispatcher before departina from the wick-up location. NET providers cannot chanae the assianed pickup 
time without permission from the broker. If the NET provider cannot arrive on time to the ~ick-up location, 
the NET provider or broker shall contact the beneficiarv or the beneficiarv's representative and the 
provider. No more than two percent (2%) of the scheduled trios shall be late or missed per dav. 

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

Choice of NET Provider 

Beneficiaries mav not reauest trans~ortation bv a particular NET provider. However, broker should strive 
to maintain existina relationships between NET providers and beneficiaries, and broker should trv to 
accommodate a beneficiarv's reauest for a specific NET provider in broker's network, es~eciallv in the 
transportation of beneficiaries with disabilities. 
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If reauests for NET services falls under one or more of the denial criteria listed below, broker shall deny 
the reauest and enter the reason(s1 for the denial in its information svstem on the same business dav. 
Broker shall aenerate and mail denial letters to beneficiaries no later than the next business dav followinq 
the date denial decision was made. The denial letter shall notifv the beneficiarv of their riaht to aupeal the 
denial. DOM, in its sole discretion, mav add, modifv, or delete denial reasons without additional pavment 
to broker or a contract amendment. 

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

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

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

The beneficiarv has access to available transuortation; 

Transportation to the medical service for which NET service is reauested is covered under 
another uroaram; 

The reauest was for post-transportation authorization and was not received timelv or did not meet 
established criteria; 

The medical appointment is not scheduled or was not keut:; 

Broker cannot confirm that there was a medical appointment; 

The triu was not reauested timelv and the reauest cannot be accommodated because of this; 
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Additional documentation was reauested and was not received timelv; 

The beneficiarv refuses the appropriate mode of transportation; or 

The beneficiarv refuses the NET provider assianed to the trip and another appropriate NET 
provider is not available. 
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NET Provider Dailv Trip Loas 

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

Date of service; 

Driver's name; 
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Driver's sianature; 

Attendant's full name (if applicableL 

Attendant's sianature (if applicable); 

Vehicle Identification Number (VIN); 

Beneficiarv's name; 

NET provider's name and number; 

Reauest Trackina Number; 

Mode of transportation authorized; 

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

Scheduled pick-up time and actual pick-up location and time in militarv time; 

Actual drop off location and time in militarv time; 

Actual number of wheel chairs and children, per trip; 

Odometer mileaae at each point of pickup and of drop-off; 

Actual time of medical appointment: and 

Notes, if applicable. At a minimum. the loa must show notes in the case of cancellations, 
uncom~leted reauests, "no-shows", accidents, and incidents. 

Trip Manifests 

At least fortv-eiaht (48) hours prior to a trip. the broker shall provide a trip manifest to the NET Provider. 
To ensure compliance with the Health Insurance Portabilitv and Accountabilitv Act (HIPAA), broker shall 
send trip manifests to the NET provider bv a facsimile device or secure electronic transmission. NET 
providers and broker shall have dedicated telephone lines available at all times for faxina purposes. The 
trip manifests supplied to NET providers shall include all necessarv information for the driver to perform 
the trip. includina but not limited to: 

Reauest Trackina Number; 

The beneficiarv's name; 

The beneficiarv's phone number; 

The address and time of the pick-up and the address and time of the appointment for covered 
medical service (includina the name and phone number of the facilitv); 

The mode of transoortation; 

The directions to the beneficiarv's home. if appropriate; 
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Return trip times. if appropriate: and 

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

If broker sends a trip manifest to a NET provider less than fortv-eiaht (48) hours before the pick-up time, 
the broker shall also contact the NET provider bv telephone or electronicallv to confirm that the t r i ~  will be 
accepted. 
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All drivers shall abide bv state and local laws. The driver reauirements listed below shall awlv to all NET 
providers with the exception of private auto. 

All drivers, at all times durina their emplovment. shall be at least 18 vears of aae and have a 
current valid driver license to operate the transportation vehicle to which thev are assianed. 

Drivers who receive citations and are convicted of two movina violations or accidents related to 
transportation provided under the NET Broker Proaram shall be removed from service. 

Drivers shall not have had their driver license suspended or revoked for movina traffic violations 
in the previous five (5) vears. 
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The broker shall reauire that the NET provider complv with Mississippi Statute reaardina criminal 
backaround checks. includina finaer~rintina. The broker shall verifv that driver is not listed on the 
Mississippi Sex Offender Reaistrv. The broker shall conduct criminal backaround checks on all 
drivers. 

All drivers shall be courteous, patient, and heloful to all passenaers and be neat and clean in 
appearance. 

No driver shall use alcohol, narcotics, illeaal druas, or prescription medications that impair the 
abilitv to perform. 

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

No driver shall smoke while in the vehicle. while assistina a beneficiarv, or in the presence of anv 
beneficiarv. Beneficiaries or their attendants shall not be allowed to smoke in the vehicle. 

Drivers shall not wear anv tvpe of headphones at anv time while on dutv, with the exception of 
hands-free headsets for mobile telephones. Mobile tele~hones mav onlv be used for 
communication with the NET provider or to call 91 1 in an emeraencv. 

Drivers shall provide an appropriate level of assistance to a beneficiarv when reauested or when 
necessitated bv the beneficiarv's mobilitv status or personal condition. This includes Curb-to 
Curb, Door-to Door, and Hand-to Hand assistance, as reauired. Before de~artina the drop-off 
point, the driver shall confirm that the beneficiarv is safelv inside the destination. The driver is 
responsible for pro~erlv securina anv mobilitv devices utilized bv the beneficiarv. 

Drivers shall assist beneficiaries in the process of beina seated and confirm that all seat belts are 
fastened properlv, and that all passenaers are safelv and properlv secured. 

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

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

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

No driver shall touch anv passenaer except as appropriate and necessarv to assist the passenaer 
into or out of the vehicle, into a seat and to secure the seatbelt, or as necessarv to render first aid 
or assistance for which the driver has been trained. 

When appropriate, drivers must provide oral directions to passenaers. 

In the event of an emeraencv such as an accident. incident, or vehicle breakdown, the driver 
must notifv the NET provider immediatelv to report the breakdown and arranae for alternative 
transportation for the beneficiarv or beneficiaries on board. 

The driver shall report all no-shows immediatelv to the NET provider and the NET provider must 
notifv broker so that the authorization mav be cancelled. 
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In addition to anv federal. state, countv, or local reauirements, all vehicles shall meet the followinq 
reauirements: 

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

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

All vehicles shall have functionina seat belts and restraints as required bv federal, state, countv, 
or local statute or ordinance. All such vehicles shall have an easilv visible interior sian 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 12) seat belt extensions available. 

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

All vehicles shall have an accurate, operatinu speedometer and odometer. 

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

All vehicles shall be equipped with an interior mirror for monitorina the passenaer compartment. 

The exterior of all vehicles shall be clean and free of broken mirrors or windows, excessive arime, 
maior dents or paint damaae that detracts from the overall appearance of the vehicles. 

The interior of all vehicles shall be clean and free of torn 'upholsterv, floor or ceilina coverinq; 
damaaed or broken seats: ~rotrudina sharp edaes: dirt, oil, arease or litter: or hazardous debris or 
unsecured items. 

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

To complv with confidentialitv reauirements, no words mav be dis~laved on the vehicle that 
implies that Medicaid beneficiaries are beina transported. The name of the NET provider's 
business mav not i m ~ l v  that Medicaid beneficiaries are beina transported. 

The vehicle license number, brokers toll-free, and local phone number shall be ~rominentlv 
displaved on the interior of each vehicle. This information and the complaint proced~res shall be 
clearlv visible and available in written format in each vehicle for distribution to beneficiaries upon 

Provider Policy Manual NET Section: 12.09 
Page 2 - 4 4  



reauest. 

Smokina shall be prohibited in all vehicles at all times. All vehicles shall have an easilv visible 
interior sian that states: "NO SMOKING". 

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

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

All vehicles shall be eaui~oed with a first aid kit stocked with antiseptic cleansina wipes, triple 
antibiotic ointment, assorted sizes of adhesive and aauze bandaaes, tape, scissors, latex or other 
impermeable aloves and sterile evewash. 

Each vehicle shall contain a current map of the applicable aeoaraphic area with sufficient detail to 
locate beneficiarv and provider addresses. 

Each vehicle shall be eaui~Ded with an appropriate workinq fire extinauisher that shall be stored 
in a safe. secure location. 

Insurance coveraae for all vehicles at all times durina the contract period shall be in com~liance 
with state law, and anv countv or citv ordinance. 

Each vehicle shall be eauipped with a "spill kit" that includes liauid spill absorbent, latex or other 
impermeable aloves, hazardous waste disposal baas, scrub brush, disinfectant, and deodorizer. 

The broker shall maintain documentation on the liftina caoacitv of each vehicle in its network in 
order to route trips to NET provider that have appropriate lift capacitv for beneficiaries. 

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

The broker shall have in its network, NET ~roviders that have the caoabilitv to perform bariatric 
transports of patients up to 800 pounds. 

Vehicles shall complv with the Americans With Disabilities Act (ADA) Accessibilitv Specifications 
for Transportation. The broker shall supplv all NET providers with a copv of the ADA vehicle 
reuuirements and inspect the vehicles for compliance durina the scheduled bi-annual vehicle 
inspections. Vehicles used for transportina beneficiaries with disabilities must be in compliance 
with ap~licable ADA vehicle reauirements in order to be approved for use under this proaram. 

The broker is res~onsible for ensurina that NET providers maintain all vehicles to meet or exceed local, 
State, and federal reauirements. and manufacturer's safetv mechanical operatina, and maintenance 
standards. The broker shall: 

Inspect all NET providers' vehicles prior to the Operations Start Date and at least everv six (6) 
months thereafter. The broker is not reauired to inspect private auto vehicles. 

Test all communication eaui~ment durina reaularlv scheduled vehicle inspection. 

Upon completion of a successful inspection. an inspection sticker a~proved bv DOM shall be 
ae~l ied to the vehicle. The broker shall place the inspection sticker on the outside of the 
passenaer side rear window in the lower riaht corner. Records of inspections shall be maintain 
and made available to DOM upon reauest. 
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Authorized em~lovees of DOM or broker shall immediatelv remove from service anv vehicle or driver 
found to be out of com~liance with these requirements or with anv State or federal reaulations. The 
vehicle or driver mav be returned to service onlv after the broker verifies that the deficiencies have been 
corrected. Anv deficiencies and actions taken to remedv deficiencies shall be documented and become a 
part of the vehicle's and the driver's permanent records. 
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Telephone Svstem Reauirements 

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 reauests for 
NET services and another toll-free telephone number for all beneficiaries to call if their ride is more than 
15 minutes late. The numbers shall be answered bv live operators Mondav throuah Fridav, 7:00 a.m. to 
6:00 p.m. Central Time includina state holidavs except for New Year's Dav, Memorial Dav, Independence 
Dav. Labor Dav. Thanksaivina Dav and Christmas Dav. Calls placed durina hours that the Call Center is 
not open shall receive a voice messaae. in Enalish statina the hours of operation and advisina the caller 
to dial "91 I", or the appropriate emeraencv number, if there is an emeraencv. The broker shall maintain 
and owerate a telephone device for the deaf (TDD) for callers who need such a device. 

Oral contact between broker and a beneficiarv shall be in a lanauaae the beneficiarv understands. The 
broker shall emplov Enalish-speakina Call Center Staff. Where the lanauaae is other than Enalish, broker 
shall offer and. if accepted bv the beneficiarv, supelv interpretive services. If a beneficiarv reauests 
interoretive services bv a familv member or acquaintance, broker shall not allow such services bv anvone 
who is under the aae of 18. 

The broker shall ensure that its Call Center Staff treat each caller with dianitv and respect the caller's riaht 
to ~rivacv and confidentialitv. The broker shall process all incomina telewhone inauires reaardina NET 
services in a timely, responsive and courteous manner. Telewhone staff shall areet callers and shall 
identifv broker and themselves bv name when answerina. 

The broker shall operate an automatic call distribution svstem. Callers shall be advised that calls are 
monitored and recorded for aualitv assurance purposes. Administrative lines need not be recorded. The 
automatic call distribution svstem and re~ortina svstem shall be able to record and aaareaate the 
followina information and shall be able to wroduce the reports specified herein and ad hoc reports that 
DOM mav reauest on a dailv, weeklv, or monthlv basis. 
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number of incomina calls; 
number of call receivina busv sianals; 
averaae time until there is a response from the automated voice response svstem; 
number of calls that are abandoned durina the wait in aueue for interaction with Call Center Staff; 
averaae and maximum time spent in aueue before abandonment for calls that do not reach Call 
Center Staff; 
number of calls that reach Call Center Staff; 
averaae and maximum time spent in aueue between the initial automated voice pick-up and 
interaction with Call Center Staff; 
averaae and maximum time spent in aueue for all calls; 
identitv of the Call Center Staff member takina the call and authorizina the reauest; 
averaae and maximum talk time; 
averaae and maximum duration of calls that reach Call Center Staff, from the point of pick-up of 
the automated voice response svstem to the conclusion of the call; 
unduplicated number of calls placed on hold at anv point after the initial call response; 
averaae and maximum time calls that are placed on hold; 
number of calls that are abandoned while on hold; 
dailv percentaae of abandoned calls; 
number of calls received that are unrelated to the NET Broker Proaram; 
number of available operators bv the time of dav and the dav of the week, in quarter-hour 
increments. 

The broker shall analvze data collected from its phone svstem as requested bv DOM and as necessarv to 
perform aualitv assurance and improvement, fulfill the reportinu and monitorina reauirements of the 
contract, and ensure adequate staffina. The broker shall route incomina calls to multiple areas of 
operation, includina an English-seeakina beneficiarv aueue and provider aueues. DOM mav reauire 
additional aueues upon written notice. 

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

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

The automated voice response svstem is procl~ammed to answer all calls within three rinas; 

The averaae aueue time after the initial automatic voice response is five (5) minutes of less; 

The averaae abandonment rate is no more than 7%; 

Sufficient qualified staff are available on-site to communicate with callers who speak Enalish and 
an interpreter telephone service is available for callers who are non-Enalish speakina: and 

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

The broker shall record all incomina calls for aualitv control, proaram intearitv, and trainina purposes. The 
broker shall provide prior notification to the caller that the conversation will be recorded. The broker shall 
maintain the recordinas 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 monthlv basis 
bv listenina to the conversation as it occurs. The broker shall use this monitorina to identifv problems or 
issues, for aualitv control and trainina purposes. The broker shall document and retain results of this 
monitorina and subsequent trainina and submit such documentation to DOM upon DOM's reauest. 

In the event of a power failure or outaqe, the broker shall have a batterv back-up svstem capable of 
ooeratina the telephone svstem for a minimum of eiaht (8) hours, at full capacitv, with no interruption of 
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data collection. The broker shall notifv DOM immediatelv when its phone svstem is on batterv power or is 
inoperative. The broker shall have a manual back-up procedure to allow it to continue to take reauests if 
its computer svstem is down. 

The automated call distribution /ACD) loas shall be maintained dailv, tallied, and sent to DOM on a 
monthlv basis in the reportina format specified bv DOM. The broker shall also maintain dailv loas on the 
Telephone Call Center to complv with the reportina reauirements of the contract. 
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Monitorinq 

The NET broker shall develop and implement a plan for monitorina NET providers' compliance with all 
a~alicable local, State and federal laws and reaulations. The broker shall ensure that NET providers 
complv with the terms of their subcontracts and all NET provider-related reauirements of the contract, 
includina driver reauirements. vehicle reauirements, complaint resolution reauirements, and the delivery 
of courteous, safe, timelv, and efficient transportation services. Monitorina activities shall include, but are 
not limited to: 

On-street observations; 
Accident and incident reportinu; 
Statistical reportinu of trips; 
Analvsis of com plaints; 
Driver licensure. drivina record, experience, and traininq; 
Participant assistance; 
Completion of driver trip loas; 
Driver communication with dispatcher; and 
Routine scheduled vehicle inspections and maintenance. 

The broker shall have written procedures for ensurina 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 
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federal laws or reaulations. The broker shall report auarterlv to DOM on monitorina activities, monitorinq 
findinas, corrective actions taken, and im~rovements made bv the NET provider. 

As part of the monitorina orocess. the broker shall conduct everv six (6) months, a beneficiarv satisfaction 
survev reaardina the NET Broker Proaram. The initial six (6) month period shall be the first six (6) months 
durina which the broker delivers NET Services. The survev topics shall include, but are not limited to (1) 
confirmation of a scheduled trip: (2) driver and broker staff courtesv: (3) driver and attendant assistance, 
when rewired; (4) overall driver behavior: (5) driver safetv and operation of the vehicle; (6) condition, 
comfort, and convenience of the vehicle; and (7) ~unctualitv of service. The purpose of the survev is to 
verifv the availabilitv. appropriateness and timeliness of the trips provided and the manner in which 
broker's staff and the NET provider's staff interacted with beneficiaries. The survev responses received, 
and broker's analvsis of those responses shall be submitted to DOM no later than sixtv (60) davs after the 
survevs are mailed. 

Validation Checks 

The broker's pavment procedures shall ensure that NET provider claims for reimbursement match 
authorized trips and that the trips actuallv occurred. The broker shall validate that transportation services 
paid for under the contract are ~ r o ~ e r l v  authorized and rendered. The broker shall perform validation 
checks on a random sample of at least 5% of NET service reauests in a month, both prior to the 
authorization of the reauest and after the services are rendered, as specified below. DOM, at its sole 
discretion, mav reauire validation checks of trips to specific services. The broker shall conduct random 
pre-transportation validation checks prior to authorizina the reauest for no fewer than 3% of the NET 
Services reauests received in a month. The broker shall contact the provider and verifv that the 
beneficiarv has an appointment for a covered medical service. The broker shall not verifv the medical 
necessitv 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 svstem the reason for the 
failed validation check, and broker shall denv the reauest. If a pre-transportation validation check cannot 
be completed because the call to the provider resulted in a busv sianal or no answer, broker shall flaa the 
reauest for a post-transportation validation check, and the attempt at validation shall not be counted 
toward the 3% reauirement. 

The broker shall conduct random post-transportation validation checks on no fewer than 2% of the NET 
services reauests received in a month. The broker shall contact the provider and verifv that the 
beneficiarv had an amointment for a covered medical service. The broker shall verifv that the beneficiarv 
received a covered medical service. The broker shall not verifv the necessitv of the transportation or of 
the medical service, but onlv that the service occurred. 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 svstem the reason for the failed validation check. If a post-transportation 
validation check cannot be com~leted because the call to the provider resulted in a busv sianal or no 
answer after three (3) attempts. broker shall enter into its svstem information that will alert the Call Center 
Staff that anv future reauests to this specific provider shall be validated before it can be authorized. 

The broker shall oerform pre-transportation and post-transportation validation checks for a Dercentaae of 
fixed route transportation to be established bv DOM. 

Monitorinq Activities Conducted bv DOM 

DOM will monitor the broker on an on-aoina basis to ensure that services are beina provided in 
accordance with the terms of the contract. DOM. the Mississippi Department of Audit, Department of 
Health and Human Services (DHHS). Centers for Medicare and Medicaid Services (CMS), the Office of 
lns~ector General (OIG), the General Accountina Office (GAO), or anv other auditina aaencv prior- 
approved bv DOM, or their authorized representative shall at all reasonable times, have the riaht to enter 
onto the broker's premises. or such other places where duties under the NET broker contract are beinq 
performed, to inspect, monitor, or otherwise evaluate (includina periodic svstems testina) the work being 
performed. The broker must provide access to all facilities and assistance for DOM and Mississi~pi Audit 
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Department representatives. All inspections and evaluations shall be performed in such a manner as will 
not undulv delav work. Refusal bv the broker to allow access to all documents. papers. letters or other 
materials shall constitute a breach of contract. All audits performed bv persons other than DOM staff will 
be coordinated throuah DOM and its staff. 

Broker Activitv Reports 

The broker will be reauired to provide DOM with reports and utilization data related to the broker's 
activities. DOM will provide the broker with a listina of reauired reports and utilization data. These reports 
and data items will be due within the timeframes stated. DOM reserves the riaht to reauest ad-hoc reports 
and modifv the listina at anv time. 

Performance failures bv the broker mav cause DOM to access liauidated damaaes aaainst the broker. 
lSee Section 12.1 4) 
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Complaint Resolution 

The broker is responsible for receivina. investiaatinu, and respondina to anv com~laint/urievance 
reaardina the NET Broker Proaram from beneficiaries, their careaivers, NET providers, and providers. 
The broker is responsible for develooina a com~laintlarievance resolution orocess that must be approved 
bv DOM. 

The broker shall assian each compliant a uniaue trackina number. The broker shall respond to a 
complainant within one (1) business dav after receipt of a complaint. The broker shall attempt to resolve 
complaints in accordance with the approved complain resolution process. The broker shall work with all 
parties and DOM, as necessarv, to resolve the complaint. 

Appeals 

The broker's complaint larievance resolution process shall include the riahts of anv oartv in the complaint 
process to appeal its decision. If the complaint involves a denial of service, the broker shall maintain 
records and provide documentation reaardina the denial. DOM will have the final authoritv reaardina anv 
denials of service. 
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The broker shall refer suspected fraud, abuse, or misuse bv beneficiaries, NET ~roviders, ~roviders. or 
broker staff to DOMs Bureau of Proaram lntearitv within three (3) business davs after discoverv of the 
suspected fraud. abuse, or misuse. The referral shall detail the NET provider's name and number, the 
beneficiarv's name and Medicaid ID Number, the provider's name and provider number and a narrative of 
all information the broker has reaardina the suspected fraud, abuse, or misuse, includina whether the 
broker was able to verifv that the beneficiarv was transported to or from a source of medical care. 

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

The Bureau of Proaram lntearitv mav be contacted at (800) 880-5920 or (601) 359-6050 or at the address 
for the Division of Medicaid. Bureau of Proaram Intearitv. 
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Because performance failures bv broker mav cause DOM to incur additional administrative costs that are 
difficult to compute. DOM mav assess liauidated damaaes aaainst the broker pursuant to this section and 
deduct the amount of damaaes from anv pavments due broker. DOM, at its sole discretion, mav establish 
an installment deduction plan for the amount of anv damaaes. The determination of the amount of 
damaaes shall be at the sole discretion of DOM's within the ranaes set forth below. Self-reportinu bv 
broker will be taken into consideration in determinina the amount of damaaes to be assessed. Unless 
specified otherwise, DOM will aive written notice to broker of the failure that miaht result in the 
assessment of damaaes and the D ~ O D O S ~ ~  amount of the damaaes. Broker shall have thirtv (30) davs 
from the date of the notice in which to dispute DOM's determination. DOM at its sole discretion, mav 
access damaaes between $1 and $5,000 for each failure that occurs or remains uncorrected: 

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

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

Failure bv broker to maintain a current NET Provider Manual and Operations Procedures Manual. 
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Failure bv broker to ensure that drivers and vehicles meet the minimum reauirements or failure by 
broker to perform reauired vehicle inspections. 

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

Failure bv broker to make timelv pavment to NET providers as reauired and where DOM 
determines that there is a pattern of such failures. 

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

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

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

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

Failure bv broker to conduct pre-trans~ortation and post-transportation validation checks as 
reauired. 

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

Failure bv broker to submit bv the due date anv report, data or other material reauired bv the 
contract, other than utilization data. DOM will aive written notice to broker, via fax, overniaht mail, 
or thorouah reaular mail, of the late report, data, or material. Broker shall have thirtv (30) davs 
followina receipt of the notice in which to cure the failure bv submittina the com~lete and accurate 
reoort, data, or material. 

If the report, data. or material has not been submitted with the thirtv (30) dav period, DOM without further 
notice, rnav access damaaes, and beainnina at each fifteen (15) dav period in which the comolete and 
accurate report, data, or material has not been submitted, and retroactive to the oriainal due date. DOM 
rnav make a separate damaaes assessment for each fifteen (1 5) dav period. 

Utilization Data 

In reaards to utilization data, liauidated damaaes rnav be assessed for the followina: 

Failure of broker to meet the accuracv reauirements for submission of utilization data, 
includina an acceotance rate of at least 98% 

Failure of broker to submit the Utilization Data Report on the dav of the week soecified bv 
DOM rnav result in the assessment of damaaes of up to $1,000 oer dav for each dav the 
reoort is late. 

Failure of broker to submit all utilization data within five (5) months after the date of 
service where DOM determines that there is a pattern of such failures, rnav result in the 
assessment of damaaes of up to $1 0.000 per occurrence. 

Failure of broker to complv with the close out and turnover reauirements rnav result in the 
assessment of damaaes of up to $25,000, which if imposed, shall be deducted from the 
final pavment to be made to broker. 

Anv other failure of broker that DOM determines constitutes a substantial non-compliance 
with anv material term of the contract not specificallv enumerated herein. 
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The followina terms will have the meaninas defined below: 

Available Transportation: transportation to a covered medical service that can be provided safelv bv a 
beneficiarv. friend. or relative. The driver must have a valid driver license and there must be an 
automobile available to the driver. 

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

Comtllaint: an oral or written expression of dissatisfaction bv a beneficiarv, a beneficiarv's family 
member or other resoonsible oartv, or a ~rovider or NET provider. 

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

Curb-to-Curb Service: transoortation provided to oassenaers who need little if anv assistance between 
the vehicle and the door of the oick-uo ooint or destination. The driver shall orovide assistance accordinq 
to the beneficiarv's needs, but assistance shall not include the liftina of anv beneficiarv. The driver shall 
remain at or near the vehicle and not enter anv buildinas. 

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

Encounter: For the purposes of the NET Broker Proaram, an encounter is a trip lea that has been 
comoleted bv the NET Drovider and has been reimbursed bv the broker. 

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

Hand-to Hand Transportation: transportation of a beneficiarv with disabilities from an individual at the 
pick-uo ooint to a facilitv staff member, familv member or other responsible oartv at the destination. 
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Hospital Discharae: notification bv a hospital that a beneficiarv is readv for discharae. A hospital 
discharae shall be considered an uraent trip. 

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

Fixed Route: transportation bv means of a public transit vehicle that follows an advertised route 
on an advertised schedule. does not deviate from the route or the schedule. and picks up 
passenaers at desianated stops. 

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

Basic Vehicle: a motorized vehicle used for the transportation of passenaers whose medical 
condition does not reauire use of a wheelchair. hvdraulic lift, stretcher, medical monitorina, 
medical aid, medical care or medical treatment durina transport. A basic vehicle does not include 
Private Auto. 

Enhanced Vehicle: a motorized vehicle eauipped specificallv with certified wheelchair lifts or 
other eauipment desianed to carrv persons in wheelchairs or other mobilitv devices, or is 
eauiwped specificallv for the transportation of passenaers who cannot sit upriaht and are reauired 
to remain in a lvina ~osition durina transport. Enhanced Vehicles can onlv be used to transport 
passenaers that do not reauire medical monitorina, medical aid, medical care, or medical 
treatment durina transport. Private Autos are not included in this definition. 

Non-Emeraencv Ambulance: a motorized vehicle eauipped specificallv for the transportation of 
a passenaer whose medical condition reauires transfer bv stretcher with medical supervision. The 
patient's condition mav also reauire the use of medical eauipment, monitorina, aid, care, or 
treatment, includina the administration of druas or oxvaen durina the transport. 

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

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

NET Provider: a person or entitv that is ap~roved bv DOM and participates in the network of the broker 
to furnish NET services to beneficiaries under the Medical Assistance Proaram. 

On Time: the period beainnina 15 minutes before the scheduled pick-up time and endina 15 minutes 
after the scheduled pick-UD time. 

Person: anv individual, corporation, ~roprietorshi~, firm, partnership. limited liabilitv companv, limited 
partnership, trust, association, aovernmental authoritv or other entitv, whether actina in an individual, 
fiduciarv or other capacitv. 

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

QMB: Qualified Medicare Beneficiarv. In the QMB Proaram. Medicaid oavs the beneficiarv's Medicare 
premiums, deductibles, and coinsurance. A QMB beneficiarv does not aualifv for transportation services. 

Sinale Trip: a reauest or authorization for NET service to a sinale covered medical service aowointment 
(can be one or multiple trip leas). 
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Standina Order: a reauest or authorization for NET services to multiple recurrina medical a~pointments 
for the same beneficiarv with the same Drovider for the same treatment or condition. 

SLMB: Specified Low-Income Beneficiarv. In the SLMB Proaram, Medicaid pavs the beneficiarv's 
Medicare Part B premium. A SLMB beneficiarv does not aualifv for transportation services. 

State: the State of Mississi~~i.  as re~resented throuah anv aaencv, department. board, or commission. 

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

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

Trip Lea: one-wav transportation from an oriain to a destination. 

Uraent Trip: NET services reauired for an unscheduled episodic situation in which there is no immediate 
threat to life or limb but the beneficiarv must be seen on the dav of the reauest. A hospital discharae shall 
be an uraent trio. 
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