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Task Force Overview

The Non-Emergency Human Service Transportation Task Force was established in
July 2021 with the passage of

and was charged with exploring ways to better collaborate,
improve service and achieve operational and cost efficiencies through
the brokerage system and provide the highest quality outcomes for
consumers utilizing these services in the Commonwealth. The Task Force was
charged with developing recommendations and proposing guidelines on non-
emergency human services transportation with the goal of examining and better
understanding the Human Service Transportation brokerage program and
identifying opportunities for improved service and productivity that provides a
strong safety net for vulnerable populations in both rural and urban areas. The
Task Force was tasked with submitting its report no later than December |, 2022.


https://budget.digital.mass.gov/summary/fy22/outside-section/section-134-non-emergency-human-services-transportation-task-force

Task Force Overview (cont.)

* The Task Force was comprised of a diverse panel of legislators, policymakers, individuals with lived
experience, advocates, regional transit authority administrators, and stakeholder organizations and
chaired by the Undersecretary for Human Services from the Executive Office of Health and
Human Services (EOHHYS) (see full membership list in Appendix B).

* The Task Force met seven times from November 2021 through November 2022.

* This Report is being filed to the Clerks of the House of Representatives and Senate, the House and
Senate Committees on Ways and Means, the Joint Committee on Transportation, the Joint
Committee on Children, Families and Persons with Disabilities, the Secretary of Health and Human
Services, and the Secretary of Transportation no later than December |, 2022.

* While the Task Force had robust discussions of issues and its proposed recommendations in its
final meetings, a consensus could not be reached around the package of recommendations, with a
few members expressing that there was not sufficient time for the Task Force to complete its work.

* Task Force members had several opportunities to recommend changes to the draft report while it
was under development. A formal request to extend the report’s date was not submitted by the
legislators. Written feedback on the report received from members after the Task Force's final
meeting on | 1/15/2022 appears in Appendix H.



Public Input to Task Force Recommendations

* At the Task Force’s recommendation, the HST office convened two public listening sessions on
May 16 and 18,2022 to solicit feedback from HST consumers. These public listening sessions
gathered consumers’ feedback on their experiences using HST services since the new contracts
with the two Brokers who administer transportation services, the Montachusett Regional Transit
Authority (MART) and the Greater Attleboro Taunton Regional Transit Authority (GATRA), went
into effect on July |,2021.

* The HST office promoted the public listening sessions by mailing over 42,000 letters to
Massachusetts residents who had utilized HST services since July 2021, in addition to promoting
the sessions with HST stakeholders and partners.

* Over 40 HST consumers from across the Commonwealth testified during the public listening
sessions and 50 individuals submitted written testimony. This feedback from HST consumers was a
primary source for the Task Force’s recommendations.



Background on HST Services

* The Human Service Transportation (HST) office is the second largest public provider of
transportation in the Commonwealth, after the MBTA, providing over 6.2 million rides to over
50,000 consumers in FY22. The HST office coordinates transportation for the Commonwealth's

most vulnerable citizens to access medical appointments, life sustaining medical treatments, and
day services.

* The mission of the HST office is to promote access to health and human services, employment
and community life by managing a statewide transportation brokerage network for eligible
consumers and by providing technical assistance and outreach strategies in support of local
mobility and transportation coordination efforts especially for transportation-disadvantaged
Massachusetts residents.



Background on HST Services (cont.)

* The HST office brokers two types of Non-Emergency Medical transportation for eligible
MassHealth members:

— Demand-Response PT-1 Transportation: transportation provided to eligible MassHealth
members to MassHealth covered services such as routine medical appointments and
ongoing, life-sustaining medical treatment.

— Program-Based Transportation: Transportation to and from a specific destination, such as
the site of a day habilitation or clubhouse program, on a regularly-scheduled basis.

* The HST office oversees transportation programs for six EOHHS agencies:
— MassHealth
— The Department of Developmental Services (DDS)
— The Department of Mental Health (DMH)
— The Department of Public Health — Early Intervention Program (DPH-EIl)
— The Massachusetts Commission for the Blind (MCB)

— The Massachusetts Rehabilitation Commission (MRC)



Background on HST Services (cont.)

 EOHHS contracts with two Regional Transit Authorities (RTAs) — MART and GATRA — that
function as brokers to provide direct transportation services to EOHHS consumers in all cities
and towns within the Commonwealth. The service areas of each broker is reflected in the map

below.
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Background on HST Services (cont.)

 MART and GATRA administer transportation services through subcontracting with qualified
transportation vendors within their coverage areas. Collectively the two RTAs subcontract with
over 300 different transportation providers in the Commonwealth.

* New contracts with MART and GATRA went into effect on July |,2021]. In response to
consumer feedback, these new contracts introduced changes to improve consumer experience
and safety:

— Complaints process — Requires 95% of complaints resolved within three business days,
100% within 10 business days, HST phone and email publicized for complaints.

— Online scheduling — Requires the adoption of new technologies to improve customer
service, including smart phone apps and self-service web portals to facilitate transportation
scheduling and the reporting of complaints.

— Call wait times — Contract requires that all calls be answered in under three minutes.

— On-time performance and reliability — GPS systems required on all Demand Response
vehicles to provide data on on-time performance.

— Driver and vehicle safety standards — Quality and Assurance team within the HST office
staffed with four Compliance Officers, tripling the number of field visits.




Background on HST Services (cont.)

HST FY22 Trip Volume
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Background on HST Services (cont.)

HST FY22 Expenditures

$171,010,424 $46,302,856 $217,313,280

$90,655,989 $27,443,959 $118,099,949

$80,354,435 $18,858,896 $99,213,331




Task Force Recommendations



Task Force’s Recommendations - Wheelchair Securement

The HST office and Brokers should continue to improve the security, safety and comfort of
consumers who utilize wheelchairs. Wheelchair trainings should take into account the different
types of equipment used by consumers. The unique circumstances and equipment needs of
wheelchair users should continue to be tracked in the consumer’s file and communicated and
confirmed by the transportation vendor.

Actions Taken and Recommended

*  The HST Office instituted a new requirement of annual wheelchair securement training by a certified trainer
and mid-year evaluation of all drivers of wheelchair vehicles.

*  Brokers retraining all wheelchair drivers immediately with deadline of November 30, 2022.
e HST compliance officers inspecting all wheelchair vehicles — to be completed by January |, 2023.

*  Asa part of inspections, inspectors now required to sit in the wheelchair and have drivers to secure them
during inspections.

*  Placards to be posted in all wheelchair vehicles by October I, 2022 demonstrating proper securement.

*  Corrective Action Schedule of fines and suspensions implemented for drivers and vendors for failing to
properly secure wheelchairs.

*  Brokers sent email communication to all vendors reminding them of progressive penalties for failure to
secure wheelchairs.



Task Force’s Recommendations - Wheelchair Securement (cont.)

Actions Taken and Recommended

*  For wheelchair users, the medical provider communicates the consumer’s wheelchair and mobility needs in
the PT-1 form. Unique circumstances and equipment is then recorded in the consumer’s file and
communicated to the transportation vendor who accepts the trip. It was recommended that there be a
review of this process to ensure that the unique equipment needs are properly communicated to the
vendor.

*  While there was not unanimous agreement amongst the Task Force members about how best to
incorporate consumer involvement into wheelchair securement training due to the complexities of logistical
and liability concerns, there was a recommendation that consumers should be provided opportunities to
provide feedback on the trainings.



Task Force’s Recommendations - Driver Training and Professionalism

Improve driver training and professionalism

Actions Taken and Recommended

e  Trainings added:
— Annual Human Rights and Sensitivity Training
— Annual Sexual Harassment Training
—  Annual Defensive Driving by Certified Trainer
—  Annual wheelchair securement training

*  Require drivers to wear nametags visible to consumers. Recommend drivers provide name upon arrival,
confirm passenger’s name and that they are medical transportation to the drop-off location.

*  Reinforce that existing rule that drivers are not permitted to use cell phones while driving passengers.

*  There should be greater collaboration with The RIDE to share successful strategies and/or protocols that
HST could adopt.

*  Recommend that the trainings include a video featuring a wheelchair user and other consumers with
disabilities. During the Task Force's final meeting, members offered to share examples of similar videos with
the HST office to help guide development of the video.



Task Force’s Recommendations — Unannounced Vehicle Inspections

Conduct more frequent and unannounced vehicle inspections

Actions Taken and Recommended

Following the procurement in 2021, HST hired an additional two Compliance Officers. The HST office is
hiring two additional Compliance Officers and will have a total of five full-time and one part-time
Compliance Officers reporting to the Manager of Compliance.

GATRA and MART each hiring an additional inspector. MART will have seven Inspectors; GATRA will have
three.

HST Compliance Officers and Broker Inspectors conduct unannounced field inspections at programs, homes
and facilities. Brokers have a monthly inspection goal of 0.05% of the total volume of one-way trips and must
be reported to the HST office. Inspections must include the HST Vehicle Safety Checklist.

HST and Brokers coordinated and scheduled inspections of every wheelchair vehicle.
Additional inspections will be focused on vendors with high complaint volumes.

Announced/pre-planned inspections of vehicle fleets should take place either outside of transportation
hours or be coordinated with vendors to minimize disruption to consumer transportation.



Task Force’s Recommendations — Encouraging Feedback from Consumers

Encourage and provide more avenues for consumers to submit feedback, which should include
both electronic means and phone, to make it accessible to those without internet access.

Improve complaint process and communication of complaint resolution.

Advocates and trade groups should convene a standing group of HST consumers and
transportation providers with broad geographic representation to provide consumer and vendor
feedback to HST and Brokers. The group should have representation from both program-based
and PT-1 consumers and vendors.

Actions Taken and Recommended

HST Compliance Team conducts random telephone surveys to offer consumers the opportunity to share
feedback.

e Brokers have Quality & Assurance units that resolve and communicate complaint resolution to consumers
via phone and text. Additional follow-up is provided per customer request.

*  Consumers can submit complaints in the smart phone app, the member and facility portals with resolutions
sent via email and text, and call the HST office directly.

*  HST and Brokers should invite feedback from consumers continuously and on multiple platforms — and do
so in a way that makes clear “We want to hear from you”. This should include exploring automatic texts or
emails following rides and posting information about submitting complaints in places conspicuous to
consumers.



Task Force’s Recommendations - Complaint Process and Resolutions (cont.)

Actions Taken and Recommended (cont.)

Explore ways to provide consumers with a durable tool (like a magnet or keychain) to remind consumers of
the how to provide feedback to the Brokers and HST.

The HST office should solicit random feedback from consumers by providing incentives to regular riders to
provide detailed feedback on their HST experience (note that this will require a procurement).

The HST office is working with MassHealth to add information and QR codes to PT-1 Approval and
Renewal letters encouraging consumer to provide feedback and providing instructions for doing so. Links to
provide feedback are posted on Broker websites and apps.

The Task Force had a robust discussion around whether and when consumers should be able to exclude
and preference vendors; however, the Task Force did not reach a firm conclusion or recommendation on
this topic.



Task Force’s Recommmendations — On-time Performance

Improve on-time performance

Actions Taken and Recommended

MART and GATRA implementing GPS tracking of on-time performance. Required to have 90% of trips
tracked by GPS by December 31, 2022.

MART and GATRA are required to report on-time performance measured by GPS to the HST office
monthly and the data will be posted publicly on an online dashboard.

On-time performance incentive is earned if 90% or more trips are performed on-time.

Brokers should continually evaluate the scheduling algorithm to ensure that its recommended pick-up time
allows for enough time to ensure on-time arrival, including drivers’ grace periods.

Recommend having call center staff inform riders that they can adjust their pick-up time within a
recommended window to ensure on-time arrival.



Task Force’s Recommendations - Accessibility and Booking

Improve and align broker and HST websites and the accessibility and adoption of online booking
through apps and portals

Actions Taken and Recommended

*  Postcard with QR codes promoting the apps and portals sent to all consumers that used transportation in
the past year. Postcard included a reminder that three-day advance scheduling is recommended but not
required.

*  Automated Call Center message provides new short URL for the apps and portals.

e  The Executive Office of Technology Services and Security (EOTSS) engaged to do a review of HST’s
Mass.gov website, broker websites, and apps and portals, and make recommendations.

— EOTSS conducted consumer interviews to inform improvements to website and apps.
— EOTSS has recommended changes to improve website and app accessibility.

*  EOTSS conducting usability testing with consumers and facilities on the apps and portals to map the user
journey and make recommendations for improvements.
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Task Force’s Recommendations - Accessibility and Booking

Promote the PT-I service among medical providers and nursing facilities

Actions Taken and Recommended

Explore providing PT-1 transportation information to medical providers to promote PT-1| use for eligible

consumers.

Promote PT-1 among skilled nursing facilities (SNF), which were newly eligible to enroll in the brokerage as
of April |, 2022.

— MassHealth led the outreach efforts to SNFs through numerous provider bulletins, as well
as conducting outreach and training to the ambulance companies that service SNFs. Efforts to educate
nursing facilities are ongoing. The most recent communication to SNFs informed them that if they had
a wheelchair van or wanted to purchase a wheelchair van to provide transportation to their residents,
they could do so and receive payment through the HST brokerage if they contracted with a Broker.

21



Task Force’s Recommendations - Accessibility and Booking

Educate consumers about their rights as HST riders

Actions Taken and Recommended

EOTSS and Brokers created “Single Source of Truth” pages on HST and Broker websites with links to
“Know Before You Go” document, a document which enumerates consumers rights and was developed in
consultation with the Boston Center for Independent Living (BCIL).

“Know Before You Go” information is prominently displayed on the Broker pages:
— GATRA HST webpage
— MART HST webpage

The HST office is working with MassHealth and Maximus to include a QR code link for the “Know Before
You Go” document on the PT-1 Approval Letter, which is sent to a consumer when they have a new or
renewed PT-1 (i.e, it is a member the consumer will regularly receive).

Consumers should receive a “Know Before You Go" pamphlet or booklet outlining their rights as HST
Consumers in a clear and concise manner upon becoming an HST user.

22


https://www.gatra.org/masshealthrides/
https://hstrides.mrta.us/

Task Force’s Recommendations — Call Center Wait Times and Professionalism

Improve call center wait times and professionalism

Actions Taken and Recommended

MART and GATRA have added additional call center capacity through contract with external call center
support.

MART’s voice recording and website now informs consumers of call hold time and provides the website
address for on-line booking. MART has added and GATRA will have a call back feature by November 30,
2022 allowing consumers to leave a call back number if they do not want to remain on hold.

HST is reviewing call center training and will make suggested improvements, to be reviewed with the
brokers to determine feasibility and timeline. Agreed upon improvements and should be posted publicly.

23



Additional Actions Taken by the HST Office

Additional Actions taken by the HST Office

*  The HST office has issued a Corrective Action Plan with MART and GATRA to include:
¢ Revised “Welcome Letters” to include directions for online booking (See Appendix F) (Completed)

*  Postcard mailing to all consumers who have used transportation in the past year to promote online
booking through the apps and portals (Completed)

* Improve functionality, accessibility, and support of the apps and portals (November 2022)
* Consistent branding of the apps and portals (November 2022)

* Improvements to the Brokers’ webpages to make the “Know Before You Go” more visible and a
“single source of truth” page with all of the information needed to receive transportation
(Completed)

* Improvements to Brokers’ call center’s automated messaging to include URLs for on-line booking and
call hold times (November 2022)

e Additional reporting metrics to the HST office to include the number of trips cancelled, on-time
performance percentages as measured by GPS, etc. (November 2022)

* Progressive roll-out of GPS adoption by vendors and drivers to achieve 90% by December 31, 2022.

* Monthly review of the Corrective Action Plan to assess progress.
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Task Force’s Overall Findings and Recommendations

Other Task Force Findings

The Task Force finds that the current process for determining PT-1 eligibility, which places the decision-
making authority between consumers and their medical providers, should remain unchanged. Per the
MassHealth regulations, this process includes a determination that public transportation is either not
accessible or not suitable for the consumer. The Task Force therefore strongly recommends against
attempting to provide HST consumers with bus passes or attempting to divert consumers to existing public
transportation routes.

MART and GATRA have robust policies in place to ensure that the capital and operating costs for the
brokerage and public transit systems are assigned to the appropriate cost center for reimbursement. To
effectively manage the cost components of the public transit and brokerage services, MART and GATRA
utilize a chart of accounts to segregate revenues and expenses to the appropriate service line - transit or
brokerage and specific service type for both operating and capital costs. MART and GATRA utilize the
expansive Chart of accounts structure, as well as their Procurement Processes, to designate and delineate
all services and expenses that are procured and expended to either a Transit Service account or a
Brokerage Service account. Both MART and GATRA have extensive oversight of funding and internal
control processes by both state and federal agencies. These oversight activities examine the funding that
each agency receives and expends, the overall financial internal control procedures and processes in place to
ensure proper allocation and utilization of revenues and expenditures, as well as the eligibility of the costs
incurred against the funding utilized for reimbursement. These include: Annual Audits, OMB Circular A-133
Single Audits, EOHHS Annual Desk Audits, Triennial MassDOT Audit, Bi-annual State Audit, and FTA
Triennial Review. See Appendix E for more information.
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Task Force’s Overall Findings and Recommendations

Recommended Areas for Future Study and Review

* A thorough, collaborative review is needed of program-based transportation in close collaboration with the
HST office, transportation providers, stakeholder groups, and consumers. The review should include:

—  Whether greater flexibility should be provided to allow vendors and providers to alter routes;

— An evaluation of hiring protocols and background check protocols, including whether a positive test for marijuana
should disqualify drivers;

—  Careful planning for the reprocurement of program-based transportation, with the goal of providing visibility to vendors
about long-term investments and to minimize consumer disruptions. The planning should take into account supply-
chain issues affecting the availability of new vehicles.

*  The HST office should undertake a financial study of HST services, which should include:
—  The budget of the program and the cost per ride;
— An evaluation of the current methodology of bidding out PT-1 rides to vendors and choosing the lowest cost bidder;
—  The estimated impact of COVID on vendors and employees;

—  The impact of COVID and supply chain disruptions on vehicle availability and replacements, especially for wheelchair
and accessible vehicles;

—  Comparison of costs with other states’ PT-| and program-based transportation, as available, and other state
transportation programs, including the RIDE;

— Impact of CMS policies on the budget, including policies that prohibit reimbursement for no-show rides.
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Appendix A - Legislative Mandate

Chapter 24, Section 131 of the Acts of 2021 (FY22 Budget)

(@)

There shall be a task force on non-emergency human services transportation to explore ways to better collaborate, improve service
and achieve operational and cost efficiencies through the brokerage system and provide the highest quality outcomes for consumers
utilizing these services. The task force shall consist of the following members or their designees: the director of the human service
transportation office, who shall serve as chair; 2 members of the house of representatives, | of whom shall be appointed by the
minority leader of the house of representatives; 2 members of the senate, | of whom shall be appointed by the minority leader of the
senate; a representative from the Massachusetts Department of Transportation; 3 persons to be appointed by the regional transit
authority administrators, all of whom shall be regional transit authority administrators currently administering human services
transportation; 2 persons to be appointed by the governor, | of whom shall be an expert in human services transportation planning; |
person appointed by the Association of Developmental Disability Providers; and 6 representatives serving consumers with disabilities
through the transportation program, | of whom shall be appointed by the Boston Center for Independent Living, Inc., | of whom shall
be appointed by the statewide independent living council, 2 of whom shall be appointed by Arc Massachusetts, Inc., | of whom shall
be appointed by the Disability Law Center, Inc. and | of whom shall be appointed by the Massachusetts developmental disabilities
council.

(b) The task force shall make recommendations and propose guidelines on non-emergency human services transportation with the goal

(c)

of examining and better understanding the human services transportation brokerage program and identifying opportunities for
improved service and productivity that provides a strong safety net for vulnerable populations in both rural and urban areas. The
recommendations and guidelines shall include, but not be limited to, the use of existing routes when available, the provision of bus
passes to eligible individuals and the need to have strong, transparent and consistent cost allocation systems in place to ensure that
the capital and operating costs for both the brokerage and public transit systems are assigned to the appropriate cost center for
reimbursement.

The recommendations and guidelines shall be used by the human services transportation office to develop non-emergency human
services transportation broker services. The task force shall file a report of its study and its recommendations with the clerks of the
house of representatives and senate, the house and senate committees on ways and means, the joint committee on transportation,
the joint committee on children, families and persons with disabilities, the secretary of health and human services and the secretary of
transportation not later than December |, 2022; provided, however, that the task force may make a draft report available to the
public for comment before filing its final version.
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Appendix B - List of Task Force Members

Name / Affiliation

Task Force Seat

Elizabeth Denniston (chair)
Undersecretary for Human Services, Executive Office of Health
and Human Services (EOHHYS)

Appointment of the Governor

Tom Cabhir
Administrator, Cape Cod RTA

Appointment of RTA Administrators (current administrator of HST)

Sean Cristofori
Director of Transportation, Center of Hope Foundation

Appointment of The Arc Massachusetts

Mary Ellen DeFrias
Administrator, Greater Attleboro-Taunton RTA (GATRA)

Appointment of RTA Administrators (current administrator of HST)

Mindy Domb
Massachusetts Representative

Member of the Massachusetts House of Representatives

Bruno Fisher
Administrator, Montachusett RTA

Appointment of RTA Administrators (current administrator of HST)




Appendix B - List of Task Force Members (cont.)

Name / Affiliation Task Force Seat

Millie H d
I, I,e err"lan. °z ) Appointment of the Statewide Independent Living Council
Individual with lived experience

Chris Hoeh

Appointment of the Disability Law Cent
Individual with lived experience ppointment of the LIsability Law L-enter

Joe Krajewski Appointment of the Association of Developmental Disability
Chief Operating Officer, Community Connections Providers (ADDP)

Catherine Mick Appointment of the Governor (expert in Human Service
Chief of Staff, Commonwealth Medicine Transportation)

Susan Moran
Member of the Massachusetts Senate
Massachusetts Senator

Mathew Muratore Member of the Massachusetts House of Representatives (minority
Massachusetts Representative leader appointment)




Appendix B - List of Task Force Members (cont.)

Name / Affiliation

Task Force Seat

Patrick O’Connor
Massachusetts Senator

Member of the Massachusetts Senate (minority leader appointment)

Jessica Podesva
Community Organizer, Boston Center for Independent Living

Appointment of the Boston Center for Independent Living (BCIL)

Stephen T. Salwak
Transportation Director, South Shore Community Action Council

Appointment of the Massachusetts Developmental Disabilities
Council

Leo Sarkissian
Executive Director, The Arc of Massachusetts

Appointment of The Arc Massachusetts

Meredith Slesinger
Rail & Transit Administrator, Massachusetts Department of
Transportation

Representative from the Massachusetts Department of
Transportation (MassDOT)

Sharna Small Borsellino
Director, Human Service Transportation Office

Human Service Transportation Director




Appendix C — Summary of Meetings and Input Provided to the Task Force

Presenters Topics Discussed Resources and Supporting Documents

November 3, 2021

. . ) Discussion of the Task Force’s
Elizabeth Denniston (chair)

Undersecretary of Human Services, EOHHS

charges, proposed meeting Task Force Presentation
schedule

Sharna Small Borsellino

. Overview of HST office HST Office Overview Presentation
Director, HST office

February 14,2022

Alda Rego
Assistant Secretary for Administration and Finance,| Overview of HST services Task Force Presentation
EOHHS

Sharna Small Borsellino Overview of procurement Human Service Transportation Office
Director, HST office process Broker Procurement Presentation



https://www.mass.gov/doc/commission-on-methamphetamine-use-meeting-presentation-12821-0/download
https://www.mass.gov/doc/hst-office-overview-presentation-11321-0/download
https://www.mass.gov/files/documents/2018/11/16/Section%2035%20PPT%20Sullivan%2011.5.pdf
https://www.mass.gov/doc/human-service-transportation-office-broker-procurement-presentation-21422-0/download

Appendix C — Summary of Meetings and Input Provided to the Task Force (cont.)

Presenters Topics Discussed Resources and Supporting Documents

April 28,2022

Elizabeth Denniston (chair) Discussion of the Task Force’s .
Task Force Presentation

Undersecretary of Human Services, EOHHS charges

Elizabeth Sandblom Overview of transportation .
Department of Developmental Services

Deputy Assistant Commissioner for Operations benefits for eligibility DDS .
. Presentation
Department of Developmental Services (DDS) consumers

Rosana Senise
Director of the Quincy Enrollment Center

MassHealth (@) i f eligibilit
asstiea verview of eliglbriity MassHealth Eligibility Transportation

requirements for MassHealth and
Keith West PT-I transportation
Director of Provider Experience

Overview

Maximus



https://www.mass.gov/doc/commission-on-methamphetamine-use-meeting-presentation-2822-0/download
https://www.mass.gov/doc/department-of-developmental-services-presentation-to-hst-task-force-42822-0/download
https://www.mass.gov/doc/masshealth-eligibility-transportation-overview-42822-0/download

Appendix C — Summary of Meetings and Input Provided to the Task Force (cont.)

Presenters Topics Discussed Resources and Supporting Documents

June 28,2022

Summary of listening sessions and
Elizabeth Denniston (chair) v .

Undersecretary of Human Services, EOHHS discussion of the Task Force’s Task Force Presentation

draft recommendations

September 22,2022

Elizabeth Denniston (chair) Discussion of the Task Force’s Task F p tati
ask Force Presentation

Undersecretary of Human Services, EOHHS draft recommendations

October 27,2022

Elizabeth Denniston (chair) Discussion of the Task Force’s
Undersecretary of Human Services, Executive findings and working draft of the Task Force Charge
Office of Health and Human Services Task Force’s report

November 15,2022

Elizabeth Denniston (chair) Discussion of the Task Force’s
Undersecretary of Human Services, Executive findings and working draft of the Task Force Charge

Office of Health and Human Services Task Force’s report



https://www.mass.gov/doc/non-emergency-hst-task-force-meeting-presentation-62822-0/download
https://www.mass.gov/doc/non-emergency-hst-task-force-meeting-presentation-92222-0/download
https://www.mass.gov/service-details/non-emergency-human-service-transportation-task-force-statute
https://www.mass.gov/service-details/non-emergency-human-service-transportation-task-force-statute

Appendix D — Resources Reviewed by the Task Force

November 3, 2021

I. Task Force Meeting Presentation
2.  HST Office Overview Presentation

February 14,2022

3. Task Force Meeting Presentation

4.  Human Service Transportation Office Broker Procurement Presentation

MART and GATRA Brokerage Improvements Presentation

April 28,2022

Task Force Meeting Presentation

Department of Developmental Services Presentation

MassHealth Eligibility Transportation Overview
HST Office Overview of Complaints Process

30| |SIEOS
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https://www.mass.gov/doc/hst-task-force-meeting-presentation-11321-1/download
https://www.mass.gov/doc/hst-office-overview-presentation-11321-0/download
https://www.mass.gov/doc/non-emergency-hst-task-force-meeting-presentation-21422-0/download
https://www.mass.gov/doc/human-service-transportation-office-broker-procurement-presentation-21422-0/download
https://www.mass.gov/doc/mart-and-gatra-brokerage-improvements-presentation-21422-0/download
https://www.mass.gov/doc/non-emergency-hst-task-force-meeting-presentation-42822-0/download
https://www.mass.gov/doc/department-of-developmental-services-presentation-to-hst-task-force-42822-0/download
https://www.mass.gov/doc/masshealth-eligibility-transportation-overview-42822-0/download
https://www.mass.gov/doc/human-service-transportation-office-overview-of-complaints-process-42822-0/download

Appendix D — Resources Reviewed by the Task Force (cont.)

June 28,2022

10. Task Force Meeting Presentation

September 22,2022

1. Task Force Meeting Presentation

October 27,2022
12. Task Force Draft Report
November 15,2022

13. Task Force Draft Report
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MART/GATRA

RTA/BROKER REVENUE AND COST ALLOCATION METHODOLOGY

MART and GATRA, as regional transit authorities, primary function is to provide public transportation.
The public transporiation services provided are fixed route bus service, complimentary ADA, and
additional paratransit van services. In addition to the public transit function, MART and GATRA are also
Human Service Transportation brokers for the Massachusetts Executive Office of Health and Human
Services (EOHHS) through their Human Service Transportation (HST) office managing the performance of
Demand Response transportation for MassHealth: Non-emergency Medical Transportation (NEMT),
Enhanced Chair Car services and limited trips for the Massachusetts Commission for the Blind (MCB) and
Massachusetts Rehabilitation Commission (MRC), as well as Program-Based transportation for
MassHealth funded Day Habilitation, Department of Developmental Services supportive day,
Department of Public Health Early Intervention and Department of Mental Health programs.

To effectively manage the cost components of the public transit and brokerage services, MART and
GATRA utilize an extensive chart of accounts to segregate revenues and expenses to the appropriate
service line - transit or brokerage and specific service type for both operating and capital costs. MART
and GATRA utilize the expansive Chart of accounts structure, as well as their Procurement Processes, to
designate and delineate all services and expenses that are procured and expended to either a Transit
Service account or a Brokerage Service account. By ensuring that all revenues and expenditures are not
only designated to the appropriate service line — transit or brokerage, but also to specific accounts, each
agency can more accurately define the receipt and utilization of associated revenues and expenses.

Cost allocation is based on a Stand-Alone-Policy, i. e. - would this cost exist if only transit services were
occurring. This policy is to support the required GAAP/GASE, State and Federal reporting which also
allows MART and GATRA to produce, analyze and have effective Financial Management Cversight (FMO)
of all financial and operational service reporting requirements. This is specific to all Transit Programs
that receive any form of Federal Direct or State passthrough funding. This requirement is based on
transit authorities being required to manage all Federal and State Transit funding grants to provide an
efficient transportation program under their charters and in agreement with the FTA Master
agreements.

In addition to the direct revenue and cost allocation and management of each service line, MART and
GATRA may have some expenses that are shared costs, if the cost cannot be easily decided by using the
Stand-Alone-Policy. An example would heating / air conditicning for a dual transit / brokerage service
occupied facility. In these cases, Managerial Accounting Reporting rules are utilized to determine the
appropriate allocation. This allocation would be based on the most applicable common denominator as
to how to allocate the revenue or cost (head count for the two service types occupying the fadil

hours used by each service type within the facility, square foot utilization by the two service types in the
facility, etc.)

The cost management structure utilized by MART and GATRA is to ensure the appropriate allocation of
revenues and expenses assodated with each service line. This allocation methodology not only ensures
that each service lines’ revenues and expenses are allocated appropriately but also provides the broker
with rebust financial reporting of data and information for analysis and decision-making.

okers and Stakeholder Groups (cont.)

MART/GATRA

RTA/BROKER STATE AND FEDERAL OVERSIGHT

Both MART and GATRA have extensive levels of oversight of funding and internal control processes by
bath state and federal agencies. These oversight activities examine the funding that each agency
receives and expends, the averall financial internal cantrol procedures and processes in place to ensure
proper allocation and utilization of revenves and expenditures, as well as the eligibility of the casts
incurred against the Funding utilized far reimbursement.

Below & the listing of financial and internal contral oversight that are applied to each of the regional
transit authorities Transit and Brokerage operations:

1. Annual Audits - These are an annual audit of the Financial Statements and internal contrals
which, upon completion are presented to aur Advisory boards, as well s being distributed to
member community Basrd's of Selectman, the Federal Transit Administration (FTA), House and
Senate Jaint Committee on Transportation, Chairs of House and Senate Ways and Means,
Comptroller of the Caommoanwealth, the State Auditors’ Office, the State Treasurers’ Office,
KassDOT - Rail and Transity CFO/External Financial Reporting and the Executive Office of Health
and Human Services.

OME Circular A-133 Single Audits - This organization-wide financial statement and federal
awards” audit of agencies that expend 5750,000 or more in federal funds in one year which is
intended to provide assurance to the Faderal Government that a non-federal eatity has
adequate internal controlé in place and is generally in campliance with program reguirements.
The cingle audit is distributed in the came manner a5 the annual audit.

EOHHS Annual Desk Audits — This audit by the ST Camplisnce Officers includes 2
comprehensive review of broker aperations and procedures, as well a8 MassHealth Claims
Review. The HET Compliance Team reviews each broker's compliance with H5T contractual
requirements including: Insurance, Reparting, Service Delrvery, Training, Vendar Inspections,
Complaint Resolution, Inspections, Yendor Reimbursement, etc.

Triennial MagsDOT Audit - This audit is conducted by the MassDOT Audit Operations team on 2
thres-year ratation of the RTA's (Five RTA s pach year). The audit reviews: the Cantral
Envirenment, Financial Management of APYAR/General Ledger, Payrall, Vehicles, Vendars, etc.,
ax well as & review of the mast recent FTA Triennisl Review and State Auditar's report.

Bi-annual State Audit - This audit is conducted by the State Auditor's Office and is a
perfarmance audit of the regional transit authority designed to examine the efficiency and
effectiveness of the regional transit authorities' programs, with the gaal of implementing
impravements to agency pracesises and procedures. The audit review looks at both the Transit
and Brokerage operations of the transit autharity.

FTA Triennial Review — The Triennial Review is conducted every thres years on the regional
transit autharity by consultants engaged by the FTA. The review assesses management practices
and program implementation to ensure that the FTA programs are administered in accordance
with FTA requirements and are mesting program abjectives acrass twenty-three catagories
including but not limited to: Legal Reguirements, Financial Managemeant, Technical Capacity of
Award Management, as well a5 Program Management and Praject Managament, Transit Asset
Management, Maintenance, Procurement, Disadvantaged Business Enterprises, Tithe ¥, and
A&, [EQ, Safety Sensitive Employes Drug and Alcahal Testing Program, etc.




The Arc of Maszachusetts
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Lea V. Sarkissian
Esecuthe Director

Non-Emergency Human Services Transportation Task Force of the Executive Office of
Health and Human Services

October 19, 2022

Response and further recommendations regarding Draft “Task Force Recommendations”
presented on September 22, 2022 from The Arc of Massachusetts

Thank you for the opportunity to respond to this report as a member of the Task Force.
There are many specific recommendations that hopefully will improve the experience of
HST Transportation. Of course, as the task force ends its work, we will not know the:
outcomes of the recommendations made. Two forums that were held in recent months,
and the letter from April 14, 2021 (BCIL, DLC and GBLS) to Transportation Committee
chairs' report significant difficulties with the present system including reference to the
quality of drivers and vehicles. They include reference to:
» Many vehicles not having functioning safety belts.
» Lack of follow through in tying wheelchairs appropriately in vehicle
* Riders falling from wheelchairs due to straps not in place
s Lack of appropriate wheelchair restraint training
» Riders weren't aware they can exclude companies and share list of
preferredfinclusion companies that would be contacted first
Issues with algorithms and pick up time, persons waiting hours and sometimes not
receiving their rides
* Examples of predatory behavior by drivers were shared
* Not enough feedback received by riders about experiences

The original charge to the committee included a broad reference to costs and cost
allocation systems as noted here: “This includes using existing routes when available,
providing bus passes to eligible individuals and the need to have strong, transparent and
consistent cost allocation systems in place to ensure that the capital and operating costs
for both the brokerage and public transit systems are assigned to the appropriate cost
center for reimbursement.”

The Arcin Massachusetts Includes the Following Chapters:

Barkshirs County » Bristal County = Greater Brockton » (C/lower Cape = Center of Hope Foundation
Charies River Conter = lavwburypart » HE
Minute Man » Narthaast + The Are of Opportunity » Lifsworks
Opportunities for Inclusion « Fiymouth/Uppar Cope » South Shore » The United Arc

« Graate:

Appendix E - Letters Received from Brokers and Stakeholder Groups (cont.)

| have cne additional recommendation to be included in the Task Force report:
A financial study be made of non-emergency human services transportation. The study
would be shared with the Joint Committee on Transportation, the Joint Committee on
Children, Families and Persons with Disabilities, and task force members. It would include
the following information:
1. Owerall budget of program
2. Budget ranges and populations (FY'2022 and projected) to serve participants
through the two brokerage entities
3. Sample budget templates for large, medium, and small transportation companies
contracted with the brokers which reflect a sample of how the funding impacts
customer responsiveness. The templates would include number of persons served
with the budget provided.
. Estimated impact of COVID on costs both for employees and vehicles
. Estimated impact of COVID on replacing vehicles, especially wheelchair fitted or
accessible vehicles as companies (some or many?) likely cancelled leases during
the height of the pandemic

This recommendation would educate recipients and interested parties on a fundamental
dimension of the HST and P1 programs.

Thank you again for allowing me to share comments regarding the Task Force report.

7, Y et
Leo V. Sarkissian
Executive Director

617-838-2832. m

' The April 2021 latter referenced was written to Chairs of the Commiftae on Transportation to make sure that the new
Tuly 2021 HST contracts moved shead along with the hoped-for improvements.
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ADDP ™

October 14, 2022

Elizabeth Denniston

Undersecretary of Human Services

Executive Office of Health and Human Services
‘One Ashburton Place

11th Floor

Boston, MA 02108

Re: Non-Emergency Human Service Transportation (HST) Task Force Recommendations
Dear Undersecretary Denniston and H3T Taskforce Members:

‘On behalf of the members of the Association of Developmental Disabilities Providers (ADDF), thank you
for the opportunity to comment on the recent recommendations presented by the Non-Emergency
Human Service Transportation Task Force. We appreciate an extension to submit our comments so that
we could organize feedback from a small group of ADDP members with expertise in program-based
transportation. We would also like to restate our appreciation to the Task Force for not only including an
ADDP representative, which is held by an ADDP selected provider member, Joe Krajewski, Community
Connections COO0, but also for the commitment of the Task Force to improve this service.

ADDP is a prominent statewide association, representing 134 human service organizations that provide
a wide range of services to individuals with Intellectuzal and Developmental Disabilities (/D D) including
Autism, and to individuals who have brain injuries. Transportation is a critical need as most individuals
rely on it for transport to/from day service programs, such as (MassHezlth) Day Habilitation, (DDS)
‘Community-Based Day Services, or (DDS) Supported Employment.

‘Outlined below please find ADDP’s feedback.
Workforce Crisis

Program-based transportation providers have felt the hard hit of the workforce shortage. Providers
report difficulty recruiting, hiring, and retaining drivers due to various reasons. Some individuals have
yet to return to their day programs due to lack of transportation. Providers are becoming more creative,
such as shuffling driver schedules or transportation provided by family members, to address the issue.
ADDP recommends reducing the inistrative burden by ing providers the flexibility to make

0 - www.addp.org

okers and Stakeholder Groups (cont.)

impromptu route changes based on program and individual needs without penalty or the need to alert
brokers at each occurrence or within a certain timeframe.

It has been reported that, at this time, one broker is screening for driver approval before hiring is
allowed by program-based transportation providers. It is our understanding that the broker maintains a
list of former drivers who are not authorized to be hired. If there is no legal infraction, how and by
whom is a violation determined? What is the notification and appeals process for drivers on this list?
ADDP recommends 3 standardized screening criteria and hiring process.

Program-based providers continue to support pre-employment drug testing; however, it has become
complicated due to the legalization of marijuana in the Commonwealth. Program-based providers
would appreciate further guidance in navigating this issue as it has had an impact on the recruitment of
drivers (in an already difficult hiring climate].

Contracts

Program-baszed transportation providers have continued to express concern about the implications of
former contracts that have been extended over the years. Extensions have caused delay in the purchase
of expensive new vehicles given there is no assurance that a contract will be awarded again to the same
provider. Given that the backlog of vehicles will likely continue in the unforeseen future, ADDF requests
that the current vehicle flexibilities remain once new contracts are awarded.

Wheelchair Securement

The ADDP membership fully supports improving wheelchair securemeant in vehicles; however, we
respectfully request flexibility based on individual need. Given some individuals do not use standard
[smaller) wheelchairs, ADDP recommends adapting the required training and vehicle inspections to
recognize alternative wheelchair sizes that may require different loading/unloading technigues.

Wehicle Inspection

ADDP also requests additional flexibilities for vehicle inspections that requires understanding of the
population served. It would be most helpful if vehicles are scheduled for inspections outside of
transportation hours to avoid service disruption. Providers typically transport individuals to programs in
the morning and back home in the aftermoon. Our suggestion is that brokers work with each provider to
determine a schedule that works best for the individuals in programs. In general, it would be most
beneficial to inspect vehicles during core day program hours, which typically falls between 10:00 a.m. —
2:00 p.m., Monday through Friday.

GPS Tracking and Video Surveillance

ADDP requests an opportunity for dizlogue with HST and brokers on the new contract requirements
[GPS tracking and video surveillance] prior to the effective date that program-based transportation
providers are expected to implement these changes. It would be helpful to flesh out expectations and
standard practices and explore logistical/operational implications.

ADDP Comments on HST Task Force Recommendations
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In clesing, ADDP is appreciative of the opportunity to provide comments relative to the proposed
recommendations of the Non-Emergency H3T Task Force.

forward to continuing to work together to achieve the shared vision of quality and effective
service pre

Please feel free to contact us by email you have any questions.

Simcerely,

ice President
mandyni

ADDP Comments on HST Task Force Recommendations
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Dear MassHeslth BMember,
To schedule & trip to & medical appaintment ar ather PT-1 approsed appaintment, you have thres options:

= Visit our wehsite at hatrides mrta us or waww.mass gowy viass Healthiflides

= Download our mobile app by scanning the OF Code {shown below).

Paoint your smart phone's camera at
the OR code to find the ORyde Rider
app in the App Store or Google Play
Store to book your transportation
onliine.

+  Call our Medical Transpartation Call Center at (B65] 834-9991.

Please note that:

1. MART's Call Center is open Manday through Friday, 7am. — 7 pom.

2. MassHealth sncourages you to schedule your transportation at least thres business days before your
weheduled appointment to ensure we can arrange trans partatian,
Transpartation for urgent care appointments that were given an the same day or for the next day will be
provded .
|F o are unable to provides a return pickup time for your trip, please call aur Meadical Transportation Call
Center at {B66) 834-9991 ta give the call taker an estimated time for your return trip. |f your appointment
runs earlier or later, you will need to call the transportation provider directly when yau are ready to
return. Please kesp in mind that it may take up to one hoor from the time yau call to be picked up. Your
wait time could be greater than 1 hour for cut-of-area trangportation {i.e., Boston], degending an traffic.

If you need to reach MART outside of business hours, call [8566) 834-59591 and after language selection, choose Option
2. Your call will be arswered by our After-Hours Senvice.

MART can only schedule transpartation for those MassHealth members with avalid PT-1 authorized by MassHealth, An
authorized PT-1 & required for each doctor, for each bacation. MART is unable to scheduls a Erip for which a valbid PT-1 s
nat on file To detarmine the status of yaur PT-1 appraval, pleass contact WMassHealth Custamer Service at (200} 841-
2800,

Corfirmation of Trip and Pickup Time
You will receive an autormated confirmation phane call confirming the details of the next day's trip beginning at 5 pom.

an the business day hefare the schaduled trave] date. Yoo may alsa call our interactiie voics respanse [IVR] systerm at
|B66} 834-9991, select language option then select 1 to get further infarmation regarding wour scheduled trip(s).

Appendix F — Broker Welcome Letters and Postcards

How to Cancel

I pow need tocancel 3 previcush schaduled erip, pleass call MART s Medical Transpartation Call Center at (BGE) E34-
9591, Trips rmust be cancelled at least one hour before the scheduled pick-up tme, You may alse uss the IVR (as
explained abave], 1 te 3 days prior to your scheduled trip datefs) to cancel trips.

Teedll Us How We're Doing

To submit feedback, including complaints to MART:

If yau have Feedback regarding the quality of the transpartation services you have received, please call MART at |{866)
834-999], select your language option, then select Option 3. Our Quality Assurance department will investigate the
incident amd take any actions necassary, MART will respond to your complaint within one business day of recsipt ta
perfarm autreach and ta gather additional information. Please do not call your Transportation Provider to file
complaints.

Share Your Positive Experience:

If yau receneed superior custamer service from your drver or call cemter agent, please contact us at (866)-834-9991 to
sheare that information, W want cur drivers and employees to know when they have provided great services. Our
management team can also use that information to continuausly imgrove our customer service trainings.

Things to Keep in Mind Regarding Wour Transportation:

FART Medical Transpartation Call Canter will be dased in abservance of the following federal andor state halidays:

Mew Year's Day | Martin Luther King, Ir. Day Presidents Day
Patriots Day hdemorial Dy Independence Day
Lashar Dy Columbus Dy etarans Day

Thanksgivimg Dury Chiristrras Diay Junetesrth

H you need transportation on one of the above-mentioned holidays, please contact MART at least three business days
in advance of the trip.

= IFyau need help getting to your medical appointment{s] from an escort or Family member, please make sure
that yaur medical prowider has indicated that an yaur PT-1 Form.
PAART i conly authorized to transport you to your MassHealth-authorized medical appointments and back to
waur hame. Additional stops alang the way (g, shopping, etc ] are nat permitted.
IF yau need to make & change to previowsly scheduled transportation, please call MART at [66) 83.4-9991 during
narmal Business hours to ensuns your transpartation needs are met.
Al MART contracted transportation prosiders ane required to have the name of their campany cleacky dentified
an the passenger-side door, a5 well as the rear of the vehiclks, Members should not enter a vehicle that doss not
indicate the name of the company scheduled to pravide the transpartation.

MARTS NON-EMERGENCY MEDICAL TRANSPORTATION TEAM ARE COMMITTED TO ENSURING YOUIR NEEDS ARE MET,
AND YOUR TRANSPORTATION 15 SAFE, RELIABLE, AND TIMELY. WE LOOK FORWARD TO SERVING YOU!

Sinceraly,

MARTs Mon-Cmergency Medical Transportation Team




Appendix F-B

Dear MassHealth Member,

Welcome to the Greater Attleboro Taunton Regional Transit Authority (GATRA)! We look forward to coordinating your
MassHealth transportation needs through our Medical Transportation Department. We have received your approved
Prescription for Transportation (PT-1) and you may now begin schedulging your MassHealth-app safe and secure
medical transportation with us.

Please take a moment to read the following guidelines and policies prior to scheduling your trips.
GATRA’s reqular business 7:00 a.m. - 6:00 p.m. Monday h Friday.

GATRA'S toll-free number is (800)431-1713. If you need to reach GATRA outside of our business hours, call the number listed
above and choose Option 3. You call will be answered by our After-Hours Sarvice.

Scheduling your Medical Transportation:

To schedule o trip, please call our Medical Transportation Department at (800} 431-1713

1. Toensure transportation can be arranged, you to schedufle your ion at least 3
business days (Monday thru Friday) before your scheduled appointment. GATRA will try to accommaodate trips
scheduled with fewer than three days’ notice.

If you are unable to provide a return pickup time for your trip, please give the call taker an estimated time for your
return trip. If your appointment runs earlier or later, you will need to call the transportation provider directly when
you are ready to be picked up. Your wait time could be greater than 1 hour for out-of-aren transportation {I.e.
Boston), depending on traffic conditions.
If you are stranded at your destination after GATRA's normal business hours, you can call (800) 431-1713 and press #3
to reach GATRA's After-Hours services. We will make every attempt to accommodate your request.
Additional options for scheduling your transportation is available (smart phone apps, consumer and provider web
portals).
GATRA can only schedule transportation for those MassHealth members with a valid Prescription for Transportation (PT-1)
Issued by An outh d PT-1 is req,  for each docter, and for eoch locotion/address. GATRA is unable to
schedule any trips for which a valid PT-1is not on file. To determine the status of your PT-1 approval, please contact
IMassHealth Customer Service at (800)841-2900,

Confirmation of trip ond pickup time:

You will receive an o lion phone call confi g the details of the next day’s trip beginning at 4:00 p.m. on
the business day before the scheduled travel date. You may also call our automated volce response system at (508) 802-4797
to obtain further information regarding your scheduled trip(s).

Members may also call their assigned ion provider 3:00 p.m. and 5:00 p.m. to confirm details of their

transportation for the next day. The vendor's name and contact telephone number will be provided to you by GATRA staff.
10 Oak Street, 2nd Floor, Tauntan, MA
i) 823-5A20 - Fax (500) B24-3474 - TOD (5
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How to Cancel

If you need to cancel a scheduled trip, please call GATRA's Medical Transportation Department at (800)431-1713. Trips must
be canceled at feast 1 hour before the scheduled pick-up time.

Tell Us How We're Doing
Complaint Filling Process

If you have a complaint regarding the quality of the transportation services you have received, you are encouraged to call
GATRA Immedtately at {800) 431-1713. Our Quality Assurance Unit will investigate the incldent and take any necessary action.
GATRA will respond to your complaint within one business day of receipt to perform outreach and to gather additional
information. Please do not call your Transportation Provider to file complaints.

Share Your Positive Experience

If you received superior customer service from your driver or call taker, please contact us at (800) 431-1713 to share that
information. We want our drivers and employees to know when they have provided great service. Our management team
can also use that information to continuously Improve our customer service training.

Things to Keep in Mind Regarding Your Transportation

*  GATRA s Medical Transporiution Depariment will be dosed in observonce of the following Federal ond/or State
holidays:

New Year’s Day Memorial Day Columbus Day
Martin Luther King, Jr. Day Juneteenth Veteran's Day
President’s Day Independence Day Thanksgiving Day
Patriot’s Day Labor Day Christmas Day

If you need tr ien en ene of the above i halidays, please contact GATRA at least three business

days in advance of the trip

If you need assistance getting to your medical appointment from an escort or family member, please make sure that
your meedical provider has indicated that on your PT-1 form and let GATRA staff know that you will have an escort
when you call to schedule your transportation.

GATRA 1s only authorized to transport you to your MassHealth-authorized medical appointments and back to your
home. Additional stops along the way (i.e. shopping, etc.) are not permitted.

If you need to make a change to previously scheduled transportation, please call GATRA at (800) 431-1713 during
normal business hours to ensure your transportation needs are met.

All GATRA P p are req; to have the name of their company clearly identified on
the passenger-side door, as well as the rear of the vehicle. You are strongly discouraged from entering a vehicle that
does not indicate the name of the company scheduled to provide your transportation,

GATRA's Medical Transportation Department staff members are committed to ensuring your transportation needs in a safe
and timely manner. We look forward to serving you!

Sincerely,

GATRA Medical Transportation Department
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Book Your y PT-1Trip Online

Step 1: Visit Website or Mobile App Step 2: Login

Visit our website: hstrides.mrta.us/memberservices Username:Your MassHealth 1D Number

OR Q QRyde Password:Your birth month and day of birth

Download the Rider App (Example: January 1= 0101)

Step 3: Book your Trip

Point your smart phone’s
camera at the QR code to
find the QRyde Rider app
in the App Store or Google

Play Store to book your

Reminders:

transportation online. « As a reminder, clients are urged to book transportation at least
3 business days before the day of appointment.

.: Download an the « Transportation cannot use the app or website for the same day,
App Store J§ P> Google play next day, weekend, or holiday trips.

Need Help? Call (866) 834-9991

MONTACHUSETT REGIONAL TRANSIT AUTHORITY
—
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Book Your

MassHealth
PT-1 Trip

ORyde

Rider App

CATRA  Vosean

Schedule using
our mobile app.
Point your
smartphone’s
camera at the
QR code to

the left to

find the QRyde
Rider app.

b Need Help?
GooglePlay | Call 800-431-1713

www.GATRA.org/MassHealthRides

44

HOW CAN | BOOK A TRIP?

Login

Username: MassHealth ID #
Password: Month and day
of birth

(Example: January 1=0101)

GATRA
10 Oak Street
Taunton, MA 02780

Things to Remember

+ Clients are urged to book
transportation at least
3 business days before
the day of appointment.

» Transportation cannot be
booked using the app for
same day, next day,
weekend, or holiday trips.



Appendix G - Passenger Assistance Safety and Sensitivity Training Manual

ggenger Assistance Safety & Sensitivity 7.0

Passenger Assistance Safety and Sen

pAS S 7 o . It Is not intznded to be all inclusive nor to address the
hazards faced by each participant specifically.
® Users must evaluate thelr own needs and adapt the
information and procedures presented in this course to
meet those needs.

The Industry Standard ability for the contents herein or la

ented in this program,

Community Transportation clation of America
Street N.V C

Washington, DC 200

Hands-On Mobility
Securement Manual
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TABLE OF CONTENTS ASSISTING OUR PASSENGERS

TOPIG This section will addre W e 8

'a will addrass the sp
nehllity o
Assisting our Passengers ?
Maobility Equipment and Features
. ; N A Passenger Should Never Have To Ask For Assistanca
Assisting Passengers Using Mobility Devices Because The Driver Failed To Offer It!
Accessible Lifts and Ramps
Mobility Device and Passenger Securement
Hands-On Exercises

Improper vs Proper Securement

PRIDE!

the bus” in the first pla
because thay cannol pr
52

Think of this likely scenaric - Without your assistance,
your passenger attempts to board ]IOHI vehlcla falls,
resulting in injury. M

are questioned by E

prevented if the drivar had
t abiout explaining to the passangar rhat he
was usin hE maobiity aid
stand up and use his "walker” as a walker, n

46



Appendix G — Passenger Assistance Safety and Sensitivity Training Manual (cont.)

Keep it simplel MOEILITY EQUIPMENT AND FEATURES

Do not assume that your passenger needs your
assistance just bacause they may be us!

device.
of assistance needed, evice

Ask your passenger IF they need your
What abc-ut the pamenge(who refuses yuur assistanca?

Your job 15 the Passenger
« Be palient.
»  Allow for sufficient lime for bo and exiting your

+ Do not make your passanger feel pressured if you
behind schedule.

What is a “wheelchair"?

Isp houldar balt afler
Al the very
«atchng the passenger fmrn the ous: d»= while she
r. Once she noticed the pa: I "
:Itcm;_\rlng lo sit, sh i igned for and used by indi
gnne inside the vehicls 1o ensure that the s.af ly impairments,
n returned to the JL“'S"}E o compl

s e huuldsr b

pawer wheelchairs to
riders with boarding vehicles.
istance wilh a power

ni-type sery
reguiations do not requl
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Some wheelchalrs welgh more than 800 pounds when

whealchairs waighing
suring 30 inches in width

I & Kt hag the minimum design load of 600
thers is no requirement for an agency b

10-
butnot a

“Legitimate Safety Concems’
» An operalor may deny fransportation if carrying the
5 be inconsistent with
its.

» Must be based on actual risks, not on mere
speculation, starsoiypes, or gene tions about
Individuals with disahiliies or about th

« Does not apply to securemant,
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securamant s b &L i
atl tian of the transporiation provider.

The majority of wheelchair manufacturers today have
included very important safety notices In thelr owners
rmanuals,

Medline® Standard Manual Wheelchairs
USER GUIDE
WARNINGS & SAFETY INSTRUCTIONS

GENERAL INFORMATION

DO HOT use the wheelchair In a vehicle for transport.
This wheelchair has not been approved as a seat surface




0 thelr wiheelchair in hicle for
goan to let the user k
d as a seal surface lo be

Safaty Page

It tells the owner, "NEVER sit on their power chalr when it
is being used In cnnnscllun with any type of liftlelevation
product”. They also add a "WARNING” just in case. “"Do
not sit on your power chair while it is in a moving
vehicle."
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can we do?

According to the ADA we cannot refuse to transport our
passengers in these chairs. We also cannot raguire our
passengars who use these types of chairs 1o fransfer o a
fimed seat.

ensure that each wheelchair, no
matter the lype is properdy secured. You will
d

failure.

We must ensurs thal
re being proparty

an-resdy whaeeslchai

securing four-poin, sirap-type
tiedowns,
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. itions, th ansirate WCAS Wheelchalr

RESMA’s Position on Wheelchairs Used as Seats in Motor
Vehicles

WC19-compliant or transpertation ready wheelchairs have
n features that

by children, which inchud:

Notice haw the securement strap lecation in the first piclure i
balted thraugh the: frame of the wheelchair.

y b using now?
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Compara b s impactad by a crash
with the non-WC1 ¥ aw earlier.

such as the
fy device designed o operale in
areas without defined pedestrian routes, but that is n
wheelchair.”

the primary OFDMD is a Segway,
d, battery-powered

51

A Begway occupies a legal position similiar to canes,
walkers, atc.

Mobility Aids

Other mobil JOUr PRESENgENS M

do so on the side of tha p:

opposite the cane.

Slay close by your passenger in case
& not Tamiliar with using thair mo

en passengars indicale they do nof want assistance
sl




Mabllity Alds & the Lift

The ADA req
the ssible entrance

If your passenger A walker requests to usa the
whealchair lift, it is im i w that the safest way for
them to use the lift sit in a boarding

2 behind a rear seat or secured
it has been sto

52

Appendix G — Passenger Assistance Safety and Sensitivity Training Manual (cont.)

AMthough the passengar used his walker b
it the red indicated on the previous

oint the passenger
ist the: passangar,
d him to stand up and use the walker
ctly o enber the vehicle

e walkar correctly would have pr
passenger from falling.

Prosthesls

An arfificial substitute or r A part of the body
onth, eye, a facial bone, the palate, a hip, a knee or
anather joint, the leg, an amm, ate.

A prosthesis is designed for functional ar cosmetic reasans or
bath,
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ASSISTING OUR PASSENGERS WHO USE
MOBILITY DEVICES
a temperature
at @ Do not ass
just beg

urd that paopl
v temparaturas afler
donning thelr
activity le

after a rest period,
Unin
s si
wheelchair,

The whesalchair has replac
you grab the legs of your amks
silly but again, the wheaelchai

wallange since you are
enger and talking ovar
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Diiving Technigues

s Where dowep
wheelchair?
Where on the veb
their legs under th
them forward.

. Hard
nd sharp

Wihen Inf
keep in mind that
aflond 1o haw

Make a nols of this concern and inform your sup

Az the operator parforms an action in e co
vehicle, the passenger is pul at the n
ns,

Frequently Asked Questions

Does a wheelchair need brakes to legalfy use transit

A transit pr er may not deny transportation to a persen
whe hair because the wheelchair does not have
ooae fo st the
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Can you require a person fo transfer from a wheelchair
into a vehicle seat?

No.

Regulations allow the person to transfer if 3 seatis

Can you r n to transfar from a scooter into a
vehicle seat?

No.

ons allow the person to fransfar if a <
available.
Transferring is the ridar's da .
The driver mi & Ansfar in @ non-;

C ootar may have enough
mebility te transfer o a vehice s 4 cannot require them
to transfer. The
safely,

o transfer
column is the:
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uiring a transfer, you siill need o

they ac
er. If they

their refusal on the form then «
NgErs responss.

sn dene, welcome the passenger on

Each time after the initial trip the: driver should ask the
enger ta transfar. If the rel 5, lhe driver
uld jusi need to call back o dispatch to rd the
ger's response,
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ACCESSIBELE LIFTS & RAMPS

0-powund downwarnd force
2 i nd edge guard
Lift & Ramp Requirements 5

Platform it sy
for platform |

rpts from the 403 standard that are @
er during & pre-trip inspaction,
The Braun Corporation
§ 3 FHE LIET™

RAUH LT Cam™

0" x 48"  04-02730
FUMPF CODE -
em when entering
or more and portion of
old
Outer and inner barrie

Lift & Ramp Requirements

Bear a label with the words “DOT—Public Use Li
as ceriifica of compliance with the requirements
in paragrap
The Public-Use sticker Is usually placed on one of the il
arms.
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Standard load means a static load or mass centered on the Thresheld warning signal
test palle that the tofal combined mass for public-use

w e platform
threshold area and porfions of 8 passengar’s body or mobility
ald iz on the platform threshold area.

Tha standard [ift capaci
pounds or the manufacturar's (ifL

The visual warning required must be a flashing red beacon.

The visuallaudible

warning system is
designed to alert anyone
Place the rated weight on your lift than operate it. inside tha vehicle that

approaches the
wheelchair lift opening
that the lift is not at floor
level and stepping
further may cause the
person to fall oul of the
vahicle.

ol the weight where a

Unobstructed platform operating velume The visual warning )
ng rac
Al wih it ¢ poin| at Night) that is activaled when the Iift
platiorms must below the floor of
meaasura at least 30 the lift arms,
inches wide by 48
imches long. Some warmning lights are ac
on the plate bafwaen the litin
beam bebwean the liffing arms.

1.2 and 56.1.2
Mieissarn Lnsbatraeisa Plalfoen Dpeeat Hz.
Pt st Lits !
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alarm c
3000 H.

Wheelchair retention

Outer Barrier

n the adge of th m
>l during ground bev ding and unloading
red to refain whesalchair: the platform during

Handralls
Must have a handrail located on each

Platform markings

designated standing area on a public usa lift must be outlined.
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Edge guards Backup (manual) operation

= Musi have edge guards ; alory +  Must be equipped with a manual backup operating
each side of the Iift platform to within 75 mm
the edges of the platform that ars traversed while entering

foer level leading posiiens.
Control panal switches
Must have control panal switches that

= Enables and disables the lift control panel
switches. The POWER function must have fwo states
= “0ON" and "OFF",

Moves the lift from a stowed position to an extended
position or, to one of the two loading positions. - The manual cperating

. . . . procedures are similar
Thia function must be identified as “Deploy/Unfold” and b Iift

‘StowFold” on the l. manutactun
Lowaers the lift platform. This function must be identified as
"DowniLowar” and “Up/Ralse."on the conirol,

Mowves the lift from a position within the range of
passenger operation to a stowed position.
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Interlocks In addition to pre-trip inspe<tion, it needs to be part of the

maintenance cycle.
atform liff system must have interlocks or ope
manner as io prevant

= Forward or rearward mobility of the ve
platform lift is stowed and de vod aff
movement when the lift e da not have
apped and the (ift deploy person whio uses
Tha ADA requires thal

The vehicle operator is re
the transportation

: the transportation
vehicle with the broken lift for
no mess than f ending upon the
The platiorm [ must have an operation or ter the pagilaion of the 49 Up
: @ach complate UpDown (RaissLo '
throughout the range of passenger operation.

Operations counter

cunter’ important? 2 it needs to be
the vehicle operalors pre-trip | sthon and
. First, what is a cycle?

The dizgram shows o plate cycla.
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Accessible Vehicle Ramp Design load

Requried Featuras of the ADA Ramp

r— supports 600 pounds
10 inches — supports 300 pounds

four-whealed devices
5 on each side

Ramp barriers

Each side of the ramp shall have barriers af least
Doas nol implndge on passent high fe prevent mobifity aid wheels from i
Doss not e hazard in opera’

6l
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Slope

Ramps shall b

Standing abor
that your

. or bahind
i exiting the vehicl

the passenger greatly incraa:
r may fall out of thelr wheeld

the likelihood of the driver getting injured.

62

Attachment

han loading ar unl
that no gap between vehi

Stowage

COTIpE me . ar other approprists
mathad shall be pro towed ram
including portable ramps
nat imgin
pose any hazard o

wer.

Lift Operating Procedures

1 proceduras di
ecommendations and i ry

wary, you may want fo consider if
¥ tabl
Lifts are potentially hazardoius equipment.
Thay must be maintaired and operated pr
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-aufion and awareness |s neaded when Ask your passenger if they need your assistance
ngar ento the lift platform
« Only the vehicle operator should operate the lift.
r of p

These are general guidelines for ift operation. You must open the doo:

always follow YOUR agency's policies.

Some of your pazszengs
Prior to operating your wheelchalr lift, thre lift platform. IF they

Stop on level ground if they have

Fut the Safety Precautions for Whaelchalr Lift Operation
Set tha ame

hat you are deploying the |ift

h room for the lift platform to maniials.

ng obstackes. SAFETY PREGAUTIONS
= Set safety cones o create a safe operating area The following safety precautions mi
oparating i
Consistency is a key to safe operations.
Each drivar d sama thing each time the whes
is deployed greatly reduces the risk of injury, A few
proceduras, which you require each operator to Tollow when
operating the wh air fift, help ensure consistency.

Operating your wheelchair lift

«  Open and sacure the lift doors from OUTSIDE of your
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If the weight is at the and of the platform, the platform will dip
mare erely making much aasiar for tha passenger lo
backwards off

Rear-Entry Lifts vs Side-Entry Lifts

For a rear entry vehicle, boarding the
the wehicla may be th Iy way lo board. Once inside a
farm, rentry vehiche it is very difficult if notimpossible to tum the
Itis never ¥ enger around to facs tha front if you back them into tha
@l ] »oard, 2 iehick,

platform has been ra
threshold warming d

It the passe
witaile oy the y

Why do Braun and Ricon
recornmend that the
passenger face "outward”
when they are boarded
using the wheelchair lift?

64



Appendix G — Passenger Assistance Safety and Sensitivity Training Manual (cont.)

whaelchair.
Both Braun and Ricon stress

« The Bfi is intendad for one wheelchair and its o
or one standes,
The lift altendant should nol ride an the platform
the passenger.

& for the

ing In the phata s there is no
feet and caich himsalf should he

stumble back 3 on the driver will surel

off of the lift,

s on the lift, how much “axira” htis now an

on the lift with
manufacturars wamings are no

It would be much safier and easier for the operator to
5 ; if the operator is standing on solid
rding fi
a maving platfarm?

Industry Best Practices

» The raised front roll-stop prevents skow and
of the platform. It is not intended
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Be certain the wheelchair fits safely on platform; it must Critical Safety Precautions
by i a

Placs the lift controls in & secura leation with one
shibe holding the wheelchai
the wheel locks and guide the chair inte

unatlended,

When boarding, guide the whee

When e

Be sure lo

1o the handrails if your wheelchair is so equipped.

Dperate the lift from the ground.

ir and cne hand op
m anly 8 cou
Chack the front safety barrier to be certain it is locked,
Only aftar you ara certain the barriar ched, continua
raising the lift platform fo the vehicle floor - f ft sipped with an cccupant restraint belt, it may
is traveling with 6 animal - nat work unless it is property connect
sider the animals safety.
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Additional Safety Precautions

1 the front

ating properly, it is a
n all wheelch

power Iz actually off.
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Standee Safety Precautions

ndee to use your
r a standea to use your wheelchair lift
5 to have them =it in a boarding or transfer chair.
The Standee should

« Face the direction of ravel
ind betwean the handrails
= Hold the handrails, NOT their mobility aid.

The driver performa this boarding procedura from the ground
ardd DOES NOT RIDE THE LIFT with passenger.
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t areas may hava fold-down seats o
MOBILITY DEVICE & PASSENGER SECUREMENT ther passengers when a wheelchair or

mability sid is not ng the area, pre
ADA requirsments :, when folded up, do not obstruct the clear floor
Maobility aid accessibility space required,
= Afleast tw ! Orientation

Secure the wheelshalr or my
toward the front of the

with a width of 18 inches, laterally centerad
immediately in back of the seated individual.

Side facing is NEVER acceptable,
Movemant

= When the wh
in accordance with manufacture

maore than
normal veh
Your goal s to aliminat

Minimurm Clear Floor Space
for Wheelchair

a clear floor area of 30 inches by 48
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Design Load

with GVWRs
of up to 30,000 poun attachments to
such vehicles, shall r
forward longitudinal direction of up ta 2,500
pounds per securament lag or clamping
fam &nd a minimum of 5,000 pounds far
 mobility aid,

All four straps are needed to secure the wheelchair to the
floor of a vehicle.

+ The standard for testing the strength of the securement

straps places too much of a load on
tara used and lso lead o

69

Every wheelchalr securement equipment manufacturer,
and the industry standard, is to have a 4-polnt wheelchalr
securement system using four straps per wheelchalr,

. and found that
parable in safety to
=ats.

Securement devices

All four straps are needed to secure the
wheelchair to the floor of a vehicla.

Siraps should nol bae bw

Re should be p

the rear wheals at a 30 1o 45 ¢
angls

Fran sl b

of the front wheels at a 40 to 60
degree angle
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Wheelchalr & Passenger Securement — Diffieult to Secure Mobility Devices
Iimproper Securement

On this scooter web loops are used in addifion to the

This vidao demonstrates whal happens when a wheelchair is
nof secured; is secured

nph. This is important bacause you do
ent fiar any of the: &narios to

round the nose cone of the
th . n the
the straps.

Aftaching to the ssat frame would interfers with the

Use of webbing
loops may be
necessary to help
secure devices that
are difficult to
secure otherwise,

Here Is Q'Straint's recommendation for securing a three-
wheeled scooter
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sacura the rear of this
d on the seat posts, »
of the scooter.

Here is another option far

using web loops fo sacure
fo the seat frame of a
matorized mobility device.

Although this is

“best” place to sec

front of & powerad mo
device, it may be the only
place available.

acured very
sund which

t securing the frant
of the chair at all.
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If weing this securen 1sure that the web « Therafors, the operator may dedline to prov
not slide down to the wheal, E b i efuses to aliow his or he

hair e

s transit provider MUST have a policy requiring
that ALL be secured or they will not be transported.

It must remain in place for it ic « praparly.

The passengar may ha
remember, you are not
the passenger, you are refusing to lake their whaelchair.

The passenger has rights, not the chair.

Securement devices — Seaf
Belt and Shoulder Harmess

compliant buses

how it is aftached to the frame of and vans are required to have

located at the seat base.

Ereguentl uestion

wh air and & s
May a transit operator raguire that wheelchairs be Z shoulder hame:
secured in buses and vans? wh alr us

= Such seat
Yeos,

securement system by 48 CFR Part 38.
DOT ADA regulations 2l
establish a pe

using when i Lb
thel g

unless the agency mandates the use of the
passengers on the icla, including those
ats,
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ADA gives you some |atitu Proper Passenger Securement
nu must make it a reality hoy

el n 1 - hipbone
With just the shoulder sirap on,

meets your lacal State

any complaints or concerns aboul whelher a
lap belt, shouldar beali, or the combination of both,
he term “provided occupant restraint system”™

Waaring the hameass i way could cause sarious

internal injuries i

Mot discussed in the ADA is any medical condi that it is snug and
a passenger from wearing a saal bell and)

Lap and shoulder belts are designed to reduce injury to

 passengers n a medical cendition that makes it occupants and help to do so in five different ways.

unsafe for them to ¥ the ¢ cupant resiraint
system. If that is the situation, the passenger must pr y 3 e sple thrown from a vehide are
operator with a note from their d The nobe will four ore likely i han those who
itinn, only that wearing a lap balt
5 may procuce a health risk.

This nota stays with tha p
each time the passenger réfusas 1o waear ti
occupant securement system.

73



Appendix G — Passenger Assistance Safety and Sensitivity Training Manual (cont.)

This can also happen if your passenge eated in a
hair without a lap and ehoulder hamess.
and shoulder seat belts and forward-facing car seat
the crash fo acrass a large aea
hest, and hips.

ow quickly the passeng sappears from cam

along the gine if the vehicle was travelling fastar.

Crash Statistics Involving Passengers Seated in a
Wheelchair in a Moving Vehicle

ah in a controlled manner, Occupants
|z “ride down® only if { ¢ studies provide (ncreasing evidence that a la
e ly

thay become a part of the: vehicle a snug seat d age of injuries and fatalities to wheelchair-seate
belt or property installed car velars are baing c in non-collision events, such as
hicke turning maneuvers and hard braking | &
. Protect the head, ne il colum =l toce, 21 2009a).

injuries aro

suppor the head :

Sudden braking
¢ and frawma lo the

Sharp tuming (.

esulied In
Passenger NOT Secured

miph w the d

wheelchair moving within the vehicle or tipping

improy use of balf resi ta by wheelchair
passengera that result in the wheelchair occupant coming
of the
the veh

Involving Passengers Seated in a Wheelchair in a Moving
Vehicle

when your passenger is not secured. } .
miles ravalad while tra
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This iz 45 tim: ighar than the I
sutomaotiva population of 0.08 injuries per 100,000 miles
traveled (NHTSA, 2009).

Crash Statistics Invelving Passengers Seated in a
Wheelchalr in a Moving Vehicle

sh and non-crash evants involving
s, 34 of the 42
ed during the o

sacurament in

Crash Statistics Involving Passengers Seated in a
Wheelchair in a Moving Vehicle

Ten of the 42 occupants died and ten others sustained
nd many af th o in
ants thal would not be expacted te
ries to proparly secuned cocupants
sitling in vehicle seats.
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HANDS-ON EXERCISES
Maw is time to apply what you have leamed.
Faor this "Hands-On" portion of PASS, your Instructor will
ard for sscuring a whaelchair
Topics covered will includa,

Pre-irip inspection of wheslchair securement sirap
y " effe

T argles
T wh autside front wheels
Proper Incations
Proper use of "Web

fer Whinichs urarsnt T
TEATHINE L AOAEEET
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IMPROPER V5. PROPER SECUREMENT
CTAA PLIFOREANCE EVALLATION: 'Lt Opordl
Wame of ntructee P
sequaences of nat

icle travelling at 30 mph.

ause it does not

- o] =
A - T dommesatcd umethiactony undcriseding of o cdfic ks

Trainer Sigmatuee

PR st Sigraturn:
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Loose Wheelchair Securement Wheelchair rediLap Belt Placed Above Amrest

ecuring the passenger. This causas the
e forward before the lap bait works. If a
fraint, thi
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Wheelchair Secured/Passanger Secured with Shoulder Consequences of PROPER Securemeant
Belt & Wheelchair Lap Belt instead of Standard Lap Balt

; You should ra maliced that i an is sitling in a power
- i whaelchair that th = ikaly says ha should
The passenger is securad with the slanda r b not use in a moving a vehicls.
the belt that is attached to the .
referred to 85 a postural support balt. The wheelchair is one that is difficult to secure.
Motica that the pe ar's hat does not fall off and |
wheel ir doe:

of strong enol 3 orce 2 e Vary survivahla,

ady ina hard brak
GConsequences
When the |ap belt braaks, the lower portion of the p

body

Motice the: man in the ambulatory seat, whic
safer, and the man in the whe

and locked Their reactions are almost a mirror Image,

Unfortunately, the p s head cannot slida under the Although the operator was not driving safely, texting and
shoulder belt, Insh oubder belt catches the driving, he did an excellent job securing his passengers.,
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assenger would have ended up through
aking he driver with him.

Do Not Take Shortcuts!

if you take
procedures wa

PASS 7.0:
THE
INDUSTRY
STANDARD
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Received |1/25/2022

A1

The Arc Achieve with us.

Centerof Hope Fourdation

MNon-Emergency Human Services Task Force Recommendations and Feedback

Thank you for the opportunity to respond to the final meeting of The Task Force. As a member | feel the many
discussions, meetings, and forums were extremely informative and healthy; | have often found that one of the most
difficult functions to achieve in any business or operation is the establishment of good, consistent comm unication,
which is definitely one of the main functions of the Task Force. | applaud the robust discussions, ideas, and input that
the different members of this panel contributed over the last year. The myriad roles that are represented by sucha
diverse group of distinguehed individuals involved in Human Services Transportztion throughout The Commonwealth
allow us to achieve a shared and thorough understanding of how we can better serve the individuals of our area. |, for
one, found the whole process very eye-opening, informative, and helped me gain a better perspective on not only
Human Services Transportation as a whole, but how | @n apply this understanding to better serve the individuals
supported by my organization.

although many feel that the various recommendations and ideas shared did not allow us to come to concrate
resclutions as we had hoped, | am still of the opinion that forward progress was made. The main recommendation that
this Director has to offer is to continue the work of the Mon-Emergency Human Services Task Force in the future and
continue to move toward finding the resolutions that will offer safer, more cost--effective Transportation with battar
efficiency and availability for all in need. There are a few topics | would like to comment on.

Consumers should recaive 2 “Know Before You Go” pamphlet or booklet outlining their rights as HST Consumers in 2
clear and concise manner upon becoming an HST user. Considering the extreme range of age, functionality, and
disabilitias of individuals that Human Services Transportation address and serve on a daily basis, a simple, direct, and
brief explanation of expectations seems imperative.

MART and GATRA have added additional call center capacity through contract with external call center
suppart. Having previously mentioned the importance of communication, | find this instrumental to the
success of MART and GATRA providing timely and consistent transport, along with the recommendation that
wvarious forms of feedback on multiple platforms from consumers utilizing said transport is equally important.
The public listening sessions, which elicited both positive and negative feedback, was important to the
understanding of many issues that consumers experienced while receiving transportation services from MART
and GATRA, allowing The Task Force to use this infermation to target the real issues and form
recommendations.

Oni the ree dation of allowing o s to ewclude or preferance vendors depending on quality of
service, | feel this would limit MART and GATRA's ability to broker transport consistently in a post-COVID
climate where resources are extremely limited. however competition in the marketplace dictates the quality
of services increase due to demand that goes beyond cost. | agree with the recommendation that an
evaluation of the current methodology of bidding out FT-1 rides to vendors and choesing the lowest cost
bidder is necessary.

PO Box 55 100 Frstor Streat, Scuthbridge, MADIS50  Phone/TTY (508) 7644085  F(508) 755-0355  www: thecentercfhape.arg

Again, thank you for the opportunity to respond to the recommendations and offer feedback on the many
discuszions, presentations, and ideas generated by The Mon-Emergency Human Services Task Force over the
last year. | hope my recommendation to continue the fine work of the task force is shared by others. Mot anly
could we move closer to resclving many of the issues that are at hand, | feel there could be a great more
discussion on topics that were only touched upon during our meetings. If the decision iz made to continue this
work, | would definitely appreciate being considered in remaining a member.

Sincerely,
Sean Cristofori

Director, Transportation

P Box 56 100 Foster Street, Southbridge, MA 01550  Phone/TTY (508) 764-4085  F(S08) 755-0255  www: thecentsrofhape.org
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nse to final recommendations of the HST task force-

appreciated the opportunity to work with task force members, HST leadership, and EOHHS
r st 11 months. It is also good to see that much of the input from PT 1 consumers and
ions and that the group could not reach
s continuing to have concerns about the program

PT 1 for medical appointments I can
e that begin to fulfill the requirement:
2021 's also a great deal more that

document, in parm_ula.t pﬂpex
ecurement a.nd safety belts for wheelchair
from the broker.

s did not properly attach safety belt. They did not use a shoulder strap. (To be clear
a brand new van with new equipment). Driver said what they had didn’t work with

power chairs?!

Mo signage about securement or

s to the attention the HST. An inspector from MART met the
mp vmh the same comp. The in: ‘]:H':(tul was not

Respectful
hris Hoeh

8l
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IAMOMIWEALT OF Mans A
THE GENERAL COURT

Elizabeth Denniston

Undersecretary for Human Services

Executive Office of Health and Human Services

Chair, Non-Emergency Human Service Transportation Task Force

Re: Draft Final Repost of the Non-Emergency Human Service Transportation Task Force
Dear Chair Denmiston,

We write to convey our feedback on the Non-Emergency Human Service Transportation Task
Force draft final report. We have various concems about the content and timeline for the release
of the report that we request be included in the final report.

We want to thank the members of the HST Office and the Executive Office of Health and
Human Services for being so engaged in this process and for putting several solutions into effect
in real-time during the last months of the task force’s meetings.

We are pleased that consumer listening sessions were included as part of our work. These
sessions revealed problems and dissatisfaction that would have otherwise not had an opportunity
to be expressed. heard, or responded to. These ions were uable to our und ding of

the nature of pmhlems facing the HST system.

However, the ongoing disappointing and inconsi performance by HST vendors reflects the
need for continued vigilance, artennon and deliberation around developing and implementing
inable and effective solutions to ensure reliable safe transportation services for MassHealth

members. We have not yet achieved this goal.

Our work has been substantial. Sadly, it is not sufficient. We recommend postponing the release
of the report or including a rec dation that a subsequent report should be filed at a date in
the future. The effects of the COVID-19 pandemic continue to affect the findings in the report
and may skew results that could be different over a longer period of time. Additionally, we
believe that a recommendation should be included in the final report that advises extending the
mandate of the Task Force in order to achieve continuity with the new administration and ensure
that various eﬁ'iorts u.udertaken by the Task Force, including the new trainings in wheelchair

sec ions, aggressive inspections, and various pilot programs; will

continue to be prionitized under the new administration. We believe the ability to continue to
assess remedial actions and receive c feedback m addition to ongoing vigilance and

aftention to performance will benefit our effort to create a reliable and safe transportation
network.

We have a few concems regarding the substance of the draft final report. We appreciate the Task
Force's efforts to include various concems that were voiced at the most recent meeting, but there
are a few that were not inchided which we believe should be. While the report recommends that
wvendors continue to track the unique needs of each consumer, there was discussion in our latest
meeting of contractually obligating the requirement of these specific notes from vendors, with
possible penalties for lack of compliance. This discussion should be included in the final report.

Additionally, there was robust discussion during our most recent meeting regarding the potential
harm that comes with a lowest-cost bidding strategy for state services for people with
disabilities. and valnerable populations. Selecting the lowest-cost bidder can lead to disastrous
consequences for standards of care among these populations when the stakes are much higher.
Thus discussion should be included in the final report as well as a recommendation to explore
alternative strategies for vendor selection.

We believe our work thus far represents significant, albeit initial, steps, but we have not yet
completed our task. Extending the Task Force's work does not diminish what we have
accomplished this far, but it will afford us with an opportunity to achieve our goal.

Simcerely,

Susan Moran Mindy Domb
State Senator State Representative
Flymouth & Barmstable district 3rd Hampshire district




