












HSO NEMT Weekly Data

Year:  October 2019
Week ending 
10/4

Week ending 
10/11

Week ending 
10/18

Week ending 
10/25

Week ending 
10/4

Week ending 
10/11

Week ending 
10/18

Week ending 
10/25

UNDUPLICATED CLIENT COUNT, 
defined as total number of 
individuals receiving ride s

TOTAL SERVICE COUNT, defined as 
total number of distinct services 
provided 

        Vehicle transport via stretcher         Vehicle transport via stretcher

     Vehicle transport via wheelchair      Vehicle transport via wheelchair

     Vehicle transport via Ambulatory Ambulatory

       Vehicle transport via secured        Vehicle transport via secured
      Bus Tickets       Bus Tickets

    Bus Passes     Bus Passes
Total number of transport clients 

(excluding reimbursements and bus 
tickets or passes) provided by NEMT 

contracted providers

Total number of transport services 
(excluding reimbursements and bus 
tickets or passes) provided by NEMT 

contracted providers
TOTAL

Week ending 
10/4

Week ending 
10/11

Week ending 
10/18

Week ending 
10/25

Week ending 
10/4

Week ending 
10/11

Week ending 
10/18

Week ending 
10/25

SERVICE DELIVERY METRICS for 
vehicle transport NEMT CALL CENTER METRICS

 Incoming calls for period
Driver no-show Outgoing calls for period

Call volume, during regular business 
hours and after hours

Call wait times, including the average 
wait time

Driver cancelations < 24 hour prior  Calls answered

Same day rescheduled rides Call resolution

Month of October



On time rides (as measured by pick-up 
time of within 20 minutes of schedule 

pick-up time)
Types of calls

inbound
outbound
abandon

inbound
outbound
abandon

inbound
outbound
abandon

Late rides (as measured by pick-up 
time of more than 20 minutes after 

schedule pick-up time)
Percentage of call hang-ups

Rides scheduled
Rides provided 

TOTAL

Number of member  complaints made 
to Gridworks by type of complaint

Number of complaint resolution 
letters sent for member  complaints 

made to Gridworks*
A.b
A.l

IP.a
IP.b
IP.c

On Time Performance #DIV/0! #DIV/0! #DIV/0! #DIV/0!

* Still working to compile as process is 
manual 

* For those not replied to in writing, response and reason for no response in writing        * How many of these 
complaints were replied to within contractual standards; for not replied to in writing within contractual 
standards, reasons and explanations for each 

Please see [Grievance Letter Information]
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