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“How long does it take on average to repair or replace 
equipment after contacting your DME vendor?”

23% (17) Less than 1 month

38% (28) 1-3 months

26% (19) 4-6 months

12% (9) More than 6 months

(of 73 manual and power wheelchair respondents 
to November 2022 - January 2023 Survey)



“How long after your first attempt to request a repair did 
you connect with the repair company?”

31% 0 days - I heard back the same day

25% 1 day

13% 2 days

6% 3 days

6% 4 days

6% 3-4 weeks

13% Longer than 1 month
(of 16 responses for incidents in 2022 & 
2023, April - September 2023 Surveys)



“After you were able to submit your repair request, how 
long did it take for your repair need to be evaluated?”

19% 0 days - my repair was evaluated the same day

6% 1 day

 6% 3 days

31% 1-2 weeks

6% 3-4 weeks

31% Longer than 1 month
(of 16 responses for incidents in 2022 & 
2023, April - September 2023 Surveys)





Pushing For In-Shop Repairs Is Functionally Coercive

- “You can come into the shop to get much faster service. In-home wait times 
are the longest.” These are portrayed as preferences as opposed to needs.

- “If you come into the shop, you can help others get faster in-home service.” 
This is the message we are being told when more in-shop service is pitched 
as the solution to repair backlog.

- Prominent focus on in-shop repairs or remote assessments on both NSM’s 
and Numotion’s “Service and Repair” Pages, as well as other customer 
communications. Only a footnote mention of in-home service being an option.









How In-Shop Repairs Should Be Discussed

- “Do you need us to come to you or it possible for you to come into the shop?” 
Be neutral. This should be an option, but not portrayed as the best option, or 
solving a problem for others.

- Main advantage of in-shop visits might be the extent of services that can be 
offered. Most serious repairs and other checks may only be available in the 
shop due to the equipment needed.



NSM & Numotion - Owned By Well Funded Private Equity

National Seating & Mobility (NSM)

Wellspring Capital Management acquired NSM in 2013, followed by Court Square 
Capital Partners in 2016, and by Cinven in 2019. NSM has acquired at least 42 
other companies since 2013.

Numotion

Created in 2013 as a merger between LLR Partners’ United Seating & Mobility 
and Audax Group’s ATG Rehab. It was acquired by AEA Investors in 2018. 
Numotion has acquired at least 25 wheelchair supply competitors since 2013.





Relevant Media On Wheelchair Repair & Private Equity

Mother Jones - May 2022

https://www.motherjones.com/politics/2022/05/motorized-wheelchairs-numotion-na
tional-seating-mobility/ 

Boston Globe - October 2023

https://www.bostonglobe.com/2023/10/22/metro/wheelchair-repairs-can-drag-out-
months-mass-people-with-disabilities-seek-solution/ 

The Atlantic  - October 2023

https://www.theatlantic.com/ideas/archive/2023/10/private-equity-publicly-traded-c
ompanies/675788/ 

https://www.motherjones.com/politics/2022/05/motorized-wheelchairs-numotion-national-seating-mobility/
https://www.motherjones.com/politics/2022/05/motorized-wheelchairs-numotion-national-seating-mobility/
https://www.bostonglobe.com/2023/10/22/metro/wheelchair-repairs-can-drag-out-months-mass-people-with-disabilities-seek-solution/
https://www.bostonglobe.com/2023/10/22/metro/wheelchair-repairs-can-drag-out-months-mass-people-with-disabilities-seek-solution/
https://www.theatlantic.com/ideas/archive/2023/10/private-equity-publicly-traded-companies/675788/
https://www.theatlantic.com/ideas/archive/2023/10/private-equity-publicly-traded-companies/675788/
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