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Complaint Reporting Update     

In late 2015, Logisticare Solutions, LLC (LGTC)  management team, 
Department of Social Services (DSS) and members of the CAC 
worked together to redesign reporting of  complaints. The objective 
was to document complaints of all members who expressed any 
dissatisfaction.  
 
Starting December 2015, we began to document complaints and 
categorized them based on the approved template by all parties.  
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Complaints First Quarter 2016 
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Complaints First Quarter 2016 
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Complaints - Rider No Show 
*Excludes Mass Transit and Gas Reimbursement  
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** Transportation providers do not receive payment for 
trips that do not occur 

  January February March  

Trips 174,721 160,343 179,932 

Rider No- Shows 5,554 5,679 5,773 

Rider No Show % 3.18% 3.54% 3.21% 



 Held transportation provider meetings in January and advised 
of complaint issues 

  Advised transportation providers  that there will be increased 
emphasis on provider no-shows and lates 

 On-time performance reports by transportation provider are 
being run weekly 

 Have begun to shift trips to transportation providers with 
better on-time performance  

  

Transportation Provider Meeting 

6 



  Call Center 
Total Incoming Calls 
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  Call Center 
Average Speed to Answer 
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Call Center  
 Abandonment Rate  
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Call Center 

    
Jan 2016 – March 2016 

  
Avg. speed to 

answer 
Abandonment 

rate 

Monday 7:49 11% 

Tuesday 4:57 5% 

Wednesday 3:24 3% 

Thursday 3:18 3% 

Friday 3:21 3% 
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Urgent, Same Day and Next Day Request 
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 LGTC Developments 

    

What's New?  
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Member Website / Español  
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How to file a Complaint 



Facility Outreach 
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• Contacted over 3,000 inpatient/outpatient facilities 
• Invite them to participate in educational webinar to 

include 
• Review the 3 ways to request a trip  (call, fax, online) 

• Call 1-888-866-3287 
• Fax 1-866-529-2138 
• https://facility.logisticare.com 

• Trip requirements such as advance notice needed  
• Detailed walk through of the online reservation system 
 

 



Facility Outreach 
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• Webinar training is offered every Tuesday, 
Wednesday and Thursday 

• At 9am, 12 noon and 2pm 
• Sessions are expected to last approximately 90 

minutes 
• Advanced registration is required 
• Enrollment can be completed by emailing 

eddiet@logisticare.com or via phone at 866-684-
0409 ext. 2003  

 



Facility Standing Order’s 
New Policy  

Previously only members that traveled 3 or more times per week to the same 
facility were able to set up those trips in a single call/request.   
 
After discussion between LGTC and DSS, the policy has been revised to allow a 
member that routinely travels to the same facility (same day and time) at least 1 
time a week to set those trips up on a single call/request. 
 
This will eliminate  the need for members/facilities to call multiple times to set up 
those trips.  For example if a member is going once a week, on Tuesday at 10 am 
from home to X service, those trips can be requested in a single call for up to 90 
days of appointments.  (i.e. 4 trips per month x 3 months = 12 trips in 1 call vs 4 
calls required previously) 
 
Note: Location, Level of service, day and time must be the same for all 

appointments to be a standing order  
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Client Service Website (CSW) 

 Gives DSS access to run real-time reports such as: 
• Total number of reservations by date ranges  
• Total number of standing orders by date range  
• Complaints by date range  
• Trip data by level of service 

 

18 

 



Client Appointment Reminder (CAR) 
3,000 calls outbound calls per day 

 
In late February we begun utilizing the CAR to remind members of their transportation rides.  

 
Message Member will get if Answered By Voicemail/Machine 
“This is a courtesy reminder call for [client name].  You have a scheduled transportation 
pickup for [date] at [time] with [transportation provider name/”LogistiCare”].  Please be ready 
15 minutes before your expected pickup time.  If you need to cancel this trip, or speak with a 
customer service representative, or if you do not wish to receive trip reminder messages in 
the future, please contact a call center agent at [call center toll number].  Thank you.”  
 
Message Member will get if Answered Live  
“This is a courtesy reminder call for [client name].  You have a scheduled transportation 
pickup for [date] at [time] with [transportation provider name/”LogistiCare”].  Please be ready 
15 minutes before your expected pickup time.   
  
“To hear this message again, please press two now.  To opt out of receiving trip reminder calls 
in the future, please press one now.  If you need to cancel this trip, or speak with a customer 
service representative, press zero now.  Thank you.” 
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Questions? 
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