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 ANNUAL HST AND BROKERAGE PERFORMANCE REPORT: FY2025

Executive Summary
The Human Service Transportation (HST) Office oversees an efficient and high-quality system of coordinated transportation services for eligible EOHHS consumers to access medical, social, and day services throughout Massachusetts.
The HST Office manages the transportation provided to eligible consumers of the following agencies: MassHealth, the Department of Developmental Services (DDS), DPH Early Intervention, MassAbility (formerly the Massachusetts Rehabilitation Commission), the Massachusetts Commission for the Blind (MCB), and the Department of Mental Health (DMH). 
The participating EOHHS agencies determine member eligibility for transportation services, while the HST office coordinates transportation through two Brokers, the Montachusett Regional Transit Authority (MART) and the Greater Attleboro Regional Transit Authority (GATRA). 
MART provides brokerage services for Berkshire, Franklin, Hampden, Hampshire, Worcester, Middlesex, Essex, Suffolk, and Norfolk counties. MART has contracts with approximately 351 transportation providers that employ 4,638 drivers and 151 monitors to accommodate consumers' transportation needs.	Comment by Small-Borsellino, Sharna (EHS): The FY24 report stated that MART had 5000 drivers and 775 monitors. 
GATRA provides brokerage services for Southeastern Massachusetts, Cape Cod, and the Islands. GATRA has contracts with 75 transportation providers that employ approximately 3,069 drivers and 41 monitors.
GATRA/MART transported eligible individuals to covered medical services on an as-needed basis (Demand Response Transportation-DR) and on a regular schedule to human service activities, such as day/work programs, clubhouses, and day habilitation (Program-Based transportation-PB).
In FY25, the HST Brokerage transported 101,032 consumers. This includes 88,423 MassHealth Demand Response members at an average cost of $2,059 per member. The remaining 12,609 consumers utilized PB transportation daily at an average cost of $13,819 per consumer. 
The brokerage provided transportation utilizing an average of 2,473[footnoteRef:1] vehicles on a typical weekday, Monday through Friday.     [1:  This number is based on the number of routes per day for program-based transportation, with each route being operated by one vehicle.] 

In FY25, the brokerage provided a total of 8,067,349 trips. This includes 4,437,473 Demand-Response trips at an average cost of $41.03 per trip and 3,629,876 Program-Based trips at an average cost of $48 per trip. Total trip expenditures for FY25 totaled $356,335,262.06. This is an 8% increase over fiscal year 2024.



1. Expenditures, Trips, and Consumer Counts
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	MART
	GATRA
	BROKERAGE
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Total Expenditures
	
$278,994,329.71
	
$77,340,932.35
	
$356,335,262.06

	     
Demand Response Expenditures
	
$139,620,404.61
	
$42,465,218.83
	
$182,085,623.44

	      
       Program-Based Expenditures
	
$139,373,925.10
	
$34,875,713.52
	
$174,249,638.62

	
Total Number of Trips
	
6,462,287
	
1,605,062
	
8,067,349

	
Demand-Response Trips[footnoteRef:2] [2:   Transportation provided in response to an approved request of a consumer for transportation to a covered medical service or other human service activity on an as-needed basis; also called PT-1 transportation, which refers to the Provider Request for Transportation (PT-1) form. ] 

	
3,589,269
	
848,204
	
4,437,473

	       
       Program-Based Trips[footnoteRef:3] [3:  Regularly scheduled trips to the Department of Public Health’s Early Intervention program, Department of Developmental Services’ Day/work programs, MassHealth-funded Day Habilitation, Department of Mental Health’s Clubhouse programs, and certain programs or services through the Massachusetts Commission for the Blind and the Massachusetts Rehabilitation Commission.  ] 

	
2,873,018
	
756,858
	
3,629,876

	
Broker Management Fee[footnoteRef:4] [4: The fee covers the appropriate staffing level and other necessary resources to provide the Broker function.] 

	
$10,692,936.00
	
$3,000,000.00
	
$13,692,936.00

	      
 Broker Management Fee Per Trip[footnoteRef:5] [5:  Broker management fee divided by total number of trips.] 

	
$1.65
	
$1.87
	
$1.70

	
Average Cost Per Trip[footnoteRef:6] [6:  Total Expenditure divided by the total number of trips. ] 

	
$43.17
	
$48.19
	
$44.17

	      
       Average Cost Per Trip: DR
	
$38.90
	
$50.06
	
$41.03

	      
      Average Cost Per Trip: PB
	
$48.51
	
$46.08
	
$48.00

	Average Cost Per Member: DR[footnoteRef:7]  [7:  Total Demand Response Expenditure divided by the number of DR service recipients.] 

	
$2,008.64
	
$2,245.29
	
$2,059.26

	Average Cost Per Member:  Consumer PB
	
$14,200.09
	
$12,482.36
	
$13,819.47

	Performance Incentive Payment[footnoteRef:8] [8:  See section 7, Management information] 

	
$1,899,376.35
	
$857,969.19
	
$2,757,345.54

	Total Number of Rides Requested[footnoteRef:9] [9:  Total # of Requests for Rides (Demand-Response only)] 

	
4,821,895
	
1,222,178
	
6,044,073

	[bookmark: _Hlk85805268]       Rides Requested by 
            Phone
	
4,272,020
	
1,134,442
	
5,406,462

	      Rides Requested in the Portals and Apps
	
549,875
	
87,736
	
637,611

	
	
	
	

	
             Total Number of Members/Consumers
	

79,325
	

21,707
	

101,032

	      
     Demand-Response Members
	
69,510
	
18,913
	
88,423

	MASSHEALTH
	54,494
	16,108
	70,602

	ECC
	15,016
	2,805
	17,821

	        
     Program-Based Consumers
	
9,815
	
2,794
	
12,609

	                            DMH
	703
	149
	852

	                          DAYHAB
	5,409
	1,679
	7,088

	                       MASSABILITY
	192
	47
	239

	                             DDS
	2,261
	563
	2,824

	                          DPH/EIP
	597
	115
	712

	                           MH/EIP
	653
	241
	894



· In FY25, the number of unique individuals increased by 11%, driven by a rise in the number of consumers using the service across program-based (10.26%) and ECC (7.07%).
· The broker management fee per trip decreased by 0.11 cents due to an increase in the number of trips.   
· On average, expenditures per DR member declined in FY25 ($2,059) compared to FY24 ($2,203).  
· On average, expenditures per PB consumer increased in FY25 ($13,819) compared to FY24 ($13,402).












2. On-Time Performance & Inspections

       

· In FY23, HST engaged with the brokers to design a system to track On-Time performance using GPS technology. QRyde technology is currently used only for PT-1 trips. In FY25, MART's On-Time Performance averaged 95.72% (95.66% in FY24), and GATRA's averaged 95.66% (96.37% in FY24). The contract requirement is >90%.
        
       
· The brokerage prioritizes consumer safety. HST compliance officers and inspectors at the brokers’ office conduct random vehicle inspections in the field to ensure that vehicles in service adhere to HST safety standards. The number of vehicle inspections increased by 7.66% in fiscal year 2025. 


3. Unfulfilled Trip Requests
	
	
MART
	
GATRA
	
BROKERAGE

	Unfulfilled Demand-Response Request Rate[footnoteRef:10]      [10:  Unfulfilled Demand-Response Ride Requests / Total Demand-Response Rides. ] 

	
0.08%
	
0.024%
	
0.052%


· Unfulfilled demand response requests include i) vendor no-shows and ii) incomplete return trips. HST Brokerage averaged 0.052 for the year. 

4. Call Center Operations
	
	
MART
	
GATRA
	
Contract Requirement

	
Average Speed to Answer (ASA)
	
0:13:27
	
0:00:57
	
     < 3 minutes

	
Call Abandonment Rate (CAR)
	
21.52%
	
4.21%
	
< 5%

	Number of calls answered in less than 1 minute.
	
10.92%
	
76.07%
	
>50%

	
	
	
	



· Average Speed to Answer (ASA) measures the activities at the brokers’ call center operations. 
· MART’s ASA in FY25 is 13 minutes, 27 seconds (0:13:27), compared to 7 minutes, 22 seconds in FY24.  
· GATRA’s ASA in FY25 is 57 seconds (0:00:57), compared to 1 minute, 12 seconds in FY24. 
· The Call Abandonment Rate (CAR) metric measures a call center's performance and overall customer service. The expectation for CAR is < 5 %. 
· MART’s CAR in FY25 averaged 21.52% compared to 14.72% in FY24. 
· GATRA's CAR in FY25 averaged 4.21% compared to 4.22% in FY24.








5. Complaints Management
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MART
	
GATRA
	
Contract Requirement

	
Complaints Per 1000 Trips[footnoteRef:11] [11:  A measure of the number of complaints per 1,000 trips] 

	
1.21
	
0.69
	
N/A

	
Complaint Rate[footnoteRef:12] [12:  Substantiated Complaints / Total Number of Trips] 


	
0.12%
	
0.07%
	
< 1.0%

	Number of complaints resolved within 3 business days.
	
36.87%
	
98.87%
	
95%

	Number of complaints resolved within 10 business days.
	
95.57%
	
100%
	
100%

	
Consumer Satisfaction[footnoteRef:13] [13:  The brokers conduct and report on consumer surveys monthly.  MART recorded an average satisfaction rating of 94.62% for the year. GATRA reported 97.54%.   ] 

	
94.62%
	
97.54%
	



       
· The HST contract states that brokers resolve 95% of complaints within 3 business days and 100% within 10 business days. A complaint is considered thoroughly resolved when the action and resolution are communicated to the reporting party
· Complaint Rate: MART and GATRA consistently met the contract requirement month-to-month during FY25.
· MART: 1.21 complaints per 1000 trips. This is a decline in comparison to their FY24 rate of 1.55.  
· [bookmark: _Hlk146702778]GATRA: 0.69 complaints per 1000 trips. This is an increase in comparison to their FY24 rate of 0.55.


5b. Types of Complaints
The chart below depicts the types and distribution of complaints received and managed by the brokers in FY2025.     

Figure 5.1: Complaint distributions: OTP (On-Time Performance) complaints represent the most complaints called or reported to the brokers. OTP as a percentage of complaints in FY25 is 41.67% compared to 39.42% in FY24
 
5c. Complaints Resolution
The graph below depicts the distribution of actions taken by the brokers to resolve complaints filed by members, consumers, or other stakeholders in FY2025.


Figure 5.2: Distribution of resolution actions
· GATRA and MART apply fines, issue warnings, conduct retraining, and implement work reduction to address and resolve the complaints filed against transportation providers and drivers.  
· As depicted in Figure 5.2 above, 26.44% of the complaints were resolved by the brokers issuing warnings against drivers or monitors. In comparison, in FY24, 28.26% of complaints were resolved with warnings.
· In FY25, drivers' retraining accounted for 5.43% of the complaint resolution actions. 
· In FY25, fines accounted for 60.40% (up from 58.17% in FY24) of the complaint resolution actions. 
· The brokers assessed Type A or Type B fines to address complaints, contract performance issues, and other compliance concerns.  
· Type A fines are for Type A violations. These are violations considered shortfalls in management performance that do not pose an immediate risk to the health and well-being of consumers or the financial integrity of operations, as well as state reporting. 
· Type B violations include shortfalls in management performance that may affect the health and well-being of consumers or the financial integrity of operations and state reporting.
· In FY25, GATRA assessed the vendors $243,625 in fines, retained  $85,450, and returned $158,175 to the agencies. 
· In FY25, MART assessed the vendors  $2,104,485.00 in fines, retained $1,248,527, and returned $855,958 to the agencies. 

[bookmark: _Hlk183422333]6. Contract Management, Compliance, and Monitoring
The HST compliance unit ensures compliance with HST contracts and transportation vendors' performance standards by reviewing the on-time performance of each route, consumer behavior, and vendors’ adherence to vehicle and safety standards. The HST compliance team communicates with agencies and other stakeholders regarding complaint resolution, incident management, and other issues directly impacting the quality of services. 

Figure 6.1: The picture above depicts HST compliance engagement with other stakeholders. 
6b. Distribution of Inspection Findings
	Type of Transportation Provider Violation
	
	Type of Driver Violation
	

	Missing safety equipment
	46.80%
	Driver documentation[footnoteRef:14]/License [14:  Missing daily vehicle inspection form] 

	37.35%

	Vehicle requires maintenance or repairs
	22.74%
	Driver not wearing ID/dress code violation
	25.04%

	The vehicle is not clean or free of damage
	14.79%
	Improper wheelchair securement
	23.11%

	Missing proper signage
	2.67%
	Failure to cooperate with HST compliance officers
	0.00%

	Vehicle aged out/unidentified vehicle
	0.91%
	On-Time Performance: Vehicle/Driver not on time
	2.72%

	No valid inspection sticker/registration
	4.16%
	Failure to help the consumer
	0.97%

	Transportation provider documentation deficiency[footnoteRef:15] [15:  Incomplete fact sheet  ] 

	7.92%
	Failure to follow safety protocols[footnoteRef:16] [16:  Vehicle empty procedures/the presence of an unauthorized person  ] 

	10.81%


Figure 6.2. Data from the field. Distribution of compliance findings observed during HST compliance inspection in FY25. The absence of one or more safety items in the vehicle constitutes, on average, 46.80% of the compliance deficiencies observed during monthly inspections.   

7. Administrative Review
· [bookmark: _Hlk210073675]Member Portals and Apps 
· In FY22, the Brokers introduced Smartphone apps and digital portals to facilitate self-service ride scheduling for consumers with a goal to see usage grow year over year. 
·  In FY25, rides booked in the apps and portals grew by 96%. GATRA recorded an average monthly growth rate of 4.63% (1.23% in FY24), and MART recorded an average monthly growth rate of 7.23% (6.43% in FY24).
· HST/MART/GATRA and end users worked to add some features and enhancements to the apps and portals in FY25 to improve the consumers’ experience:
· Language & Accessibility: Added Haitian Creole, expanded accessibility features, and improved compatibility across devices.
· Usability: Cleaned up menus, error messages, and confirmations to make self-service more intuitive.  
· Performance: Put in load balancing and backend upgrades to hasten keep response times fast during peak demand.
· Feedback-Driven Updates: Made a series of smaller fixes and adjustments based on member surveys, call center trends, and consumer feedback.  
   
· Facility Portals 
· The team also worked to improve and enhance key features in the facility portals in FY25:
· Enhancement Initiative: Kicked off a multi-phase effort to modernize the portal and give facilities stronger tools to manage transportation for their patients. This reduced manual workarounds, and increased routine trip booking online, which resulted in better portal-first adoption rates from facilities and reduced call center volumes.
· Workflow Improvements: Streamlined scheduling, reduced redundant data entry, and improved error handling.
· Compliance & Security: Kept everything aligned with HIPAA and tightened audit logging and protections
· Expanded Capabilities: Added Enhanced Chair Car (ECC) and Same-day booking; Historical ECC trip review/adjustments.

· Advocates Meeting:
· Continuous stakeholder engagement:
· HST/GATRA/MART met with consumers and stakeholders every six weeks to discuss and review ways to improve services and consumer experiences. 
· The sub-groups focusing on member communication and member-related issues also met regularly in FY25. 

· HST/Brokerage Vision Zero Initiative:  
· Vision Zero, launched in FY24Q4, is the HST office’s mission to achieve zero findings (complaints and inspections) of improper wheelchair securement. 
· As of June 2025, the WC proper securement rate is 84.04% (Demand Response) and 94.19% (Program Based). The goal is 100% proper WC securement on a month-over-month basis. 
· The plan is to continue to focus on inspecting wheelchair transportation, conducting direct member surveys, and reporting on member feedback regarding the proper securement of wheelchairs. 
· The focus is also on driver training and retraining/assessment every 6 months to reduce the incidents of improper securement. 
· As part of the stakeholder engagement and education, the HST Compliance team is making in-person and virtual presentations on Vision Zero to program staff and consumers. The objective is to raise awareness, encouraging program staff to report incidents of improper wheelchair securement to HST, MART, or GATRA.  

· Performance Incentive Payment:
· MART and GATRA can earn financial incentives if specific performance metrics and standards set by the HST office are met: 
· Call abandonment rate of<5% of total call volume.
· Average speed-to-answer rate of < 3 minutes for 80-90% of all calls. Average speed to answer rate of < 3 minutes for 90% -100% of all calls.
· On-time arrival rate for 90-95% of all Demand-Response Trips. On-time arrival rate for 95% -100% of all Demand-Response Trips.
· Complaint rate of <1%.  Achieve a customer satisfaction rating of at least 95%.
· In FY25, the brokers earned a total of $2,757,345.54 in performance incentives. This represents 62.55% of the potential incentive dollars that could have been earned. In comparison, in FY24 the Brokers earned 77% of the potential incentives.   
· MART earned just 55% of the potential incentive dollars in FY25 due to their failure to  meet the standards set for the call center operations.   
· GATRA earned just 89% of the potential incentive dollars in FY25 due to their failure to meet the standards set for the call center operations.
  
· Liquidated Damages (LD):
· Brokers are required to pay liquidated damages to EOHHS for failing to meet specific performance-related standards. 
· In FY25, HST assessed liquidated damages of $112,000 to MART and $1,500 to GATRA for late reporting of incidents and other infractions.    
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FY25 Vehicle Inspections
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 Complaints Distribution
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Complaints Resolution Distribution
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HSTCompliance Engagement
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