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BROKER PERFORMANCE REPORT – August 2025
1. Overview
	
	Montachusett RTA (MART)
	vs July 2025 Analysis
	Greater Attleboro and Taunton RTA (GATRA)
	vs July 2025 Analysis
	Brokerage
	vs July 2025 Analysis

	[bookmark: _Hlk112973038]Total # Number of Trips
	539,385
	-3.60%
	135,113
	-4.50%
	674,498
	-3.78%

	       Demand-Response   
       Trips[footnoteRef:1] [1:   Transportation is provided on an as-needed basis in response to a consumer's approved request for transportation to a covered medical service or other human service activity. This includes PT-1 transportation, which refers to the Provider Request for Transportation (PT-1) form and the Enhanced Chair Car (ECC). ] 

	304,866
	-3.81%
	69,935
	-4.15%
	374,801
	-3.88%

	        PT1
	285,458
	-3.83%
	66,414
	-4.20%
	351,872
	-3.90%

	        ECC
	19,408
	-3.61%
	3,521
	-3.14%
	22,929
	-3.54%

	        Program-Based Trips[footnoteRef:2] [2:  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 specific programs or services through the Massachusetts Commission for the Blind and the Massachusetts Rehabilitation Commission.  ] 

	234,519
	-3.31%
	65,178
	-4.88%
	299,697
	-3.66%

	[bookmark: _Hlk85803795]
	
	
	
	
	
	

	[bookmark: _Hlk85805268]Total # of Requests for Rides (Demand-Response only)
	406,816
	-5.72%
	102,111
	-6.97%
	508,927
	-5.97%

	       Requested Rides by 
   -   Phone
	356,743
	-4.60%
	93,488
	-6.71%
	450,231
	-5.05%

	   -   Requested Rides in the Portals and Phone Apps
	50,073
	-12.99%
	8,623
	-9.70%
	58,696
	-12.52%

	User Ratio: Apps/Portal/IVA[footnoteRef:3] [3:  The unique number of PT1 service recipients using the apps, portal, or IVA in a month divided by the total number of active PT1 service recipients for that month.
   ] 

	29.31%
	29.0%
	15.44%
	14.92%
	N/A
	N/A



2. On-Time Performance 
	[bookmark: _Hlk162968870]
	MART
	vs 
July 2025
	GATRA
	vs 
July 2025
	Contract Requirement

	Demand-Response Trips Completed On-Time as measured by GPS 
	92.66%
	96.26%
	95.14%
	94.96%
	> 90%



3. Unfulfilled Trip Requests
	
	MART
	GATRA
	Contract Requirement

	# Of Unfulfilled Demand-Response Requests[footnoteRef:4] [4:  Total number of vendor no-shows plus return trip not completed] 

	205
	11
	N/A

	Unfulfilled Demand-Response Request Rate      
	0.07%
	0.02%
	N/A

	# of Unfulfilled Program-Based Trip Requests 
	0
	0
	N/A

	Unfulfilled Program-Based Trip Request Rate     
	0.00%
	0.00%
	N/A


4. Call Center Operations
	
	MART
	vs July 2025
	GATRA
	vs July 2025
	Contract Requirement

	[bookmark: _Hlk80703675]Total Number of Incoming Calls to the Call Center
	38,566
	-0.47%
	19,282
	-7.49%
	N/A

	Average Speed to Answer
	00:07:29
	00:05:54
	0:00:25
	0:00:30
	< 3 minutes

	Abandon Call Rate[footnoteRef:5] [5:  Abandoned calls / Total calls.  Abandoned calls are calls where the consumer disconnects after being placed on hold.] 

	10.89%
	7.72%
	1.64%
	2.04%
	< 5%

	Number of calls answered in less than 1 minute.
	33.71%	Comment by Small-Borsellino, Sharna (EHS): Please have MART double check their call center stats. They rolled out the IVA in July so the average speed to answer in August should be lower not higher than July, the call abandon rate should also be lower and the calls answered in under one minute should be higher than July.
	42.73%
	89.97%
	86.24%
	>50%


5. Inspections
	[bookmark: _Hlk144797184]
	MART
	vs July
2025
	GATRA
	vs July
2025
	HST

	[bookmark: _Hlk144796738]# of Inspections Conducted
	846
	-20.49%
	133
	-15.29%
	216

	   Contract Requirement
	160
	N/A
	47
	N/A
	N/A


6. Complaints Management
	[bookmark: _Hlk112927102]
	MART
	vs July 2025 Analysis
	GATRA
	vs July 2025 Analysis
	Contract Requirement

	Substantiated Complaints
	436
	-30.46%
	96
	-10.28%
	N/A

	Complaint Rate[footnoteRef:6] [6:  Substantiated Complaints / Total Number of Trips] 


	0.08%
	0.11%
	0.07%
	0.09%
	< 1.0%

	[bookmark: _Hlk159837843][bookmark: _Hlk128488986]Complaints resolved within 3 business days.
	48.11%
	38.72%
	99.97%
	99.98%
	95%

	Complaints resolved within 10 business days.
	99.28%
	91.99%
	100.00%
	100.00%
	100%

	
	
	Vs July 2025
	
	Vs July 2025
	

	Consumer Satisfaction Rating[footnoteRef:7] [7:  Brokers conduct consumer satisfaction surveys. This number measures the consumer satisfaction rating. MART and GATRA achieved customer satisfaction ratings of 95.11% and 97.605%, respectively.] 

	95.11%
	94.71%
	97.60%
	98.71%
	


7. Complaint Distribution 
MART

MART	
Vehicle Complaints	Driver Complaints	On-Time Performance (OTP) Complaint	Missed Appointments Complaints	Dispatch Complaints	Call Center Staff Complaints	Broker Complaints	Wheelchair Securement Complaints	Member Behavior (Including member no show)	Positive Feedback	Vendor No Show	Vendor Early Arrival	Other	2.06E-2	9.4E-2	0.25459999999999999	0.24079999999999999	2.98E-2	4.5999999999999999E-3	0	1.38E-2	6.1899999999999997E-2	0	0.24540000000000001	9.1999999999999998E-3	0	


GATRA

GATRA	
Vehicle Complaints	Driver Complaints	On-Time Performance (OTP) Complaint	Missed Appointments Complaints	Dispatch Complaints	Call Center Staff Complaints	Broker Complaints	Wheelchair Securement Complaints	Member Behavior (Including member no show)	Positive Feedback	Vendor No Show	Vendor Early Arrival	Other 	8.3299999999999999E-2	0.16669999999999999	0.46879999999999999	5.21E-2	6.25E-2	0	0	0	0	0	0.15629999999999999	0	1.04E-2	
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