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Abandonment Rate (%)

Percentage of Calls Abandonded Prior to Live Response

Agent Issue

Issue with Veyo Agent

Ambulance - ALS

Vehicle Equipped with Advanced Life Support

Ambulance - BLS

Vehicle Equipped with Basic Life Support

Ambulatory

Sedan, Van, Taxi

Average Handle Time

Average Time to Handle Complete Call from Live Response to Call End

Average Speed of Answer

Difference in Time from Caller Entering Queue and Receiving Live Response

Bariatric Stretcher

Vehicle Equipped to Transport Stretcher for Individuals with Higher Weight Requirements

Bariatric Wheelchair

Vehicle Equipped to Transport Wheelchair for Individuals with Higher Weight Requirements

Calls Presented

Total Number of Calls Presented

Cancelled

Cancelled Trip Legs

Complaint Free Percentage

Substantiated Complaints Compared to Completed Trips

Completed by Owner Operator

Completed Trips by Owner Operator (Including Volunteer Driver Trips)

Denials

Number of Denied Trip Attempts

Driver Issue

Issue with Driver

Early Arrival

Provider Arrived Early

Enroliment

Eligible Members Enrolled

Hold Time

Issue with Speed of Answer

Late Pickup

Provider Arrived Late

Lodging (Cost)

Cost of Lodging Reimbursed

Lodging (Nights)

Number of Lodging Nights Reimbursed

Meals (Cost)

Cost of Meals Reimbursed

Meals (Reimbursed)

Number of Meals Reimbursed

Member No Show

Trips Where Member Does Not Use Scheduled Service

Members Served

Unique Members Ulilizing Transport

Mileage Reimbursement

Member Self-Located Suitable Transporation and Received Mileage Reimbursement

Mileage Reimbursement

Issue Related to Mileage Reimbursement Claim / Process

No Vehicle Available or Unsuccessful Trip

Veyo Unable to Locate a Vehicle or Transporation Provider Did Not Arrive

Other Complaints

All Complaints not Accurately Captured in the Other Listed Categories

Provider No Show

Veyo Unable to Locate a Vehicle or Transportation Provider Did Not Arrive

Public Transit;

System of Public Transportation including Inter-City Bus (including Para Transit/Deviated Fixed-Route)

Public Transit

Issue Related to Public Transit

Reservation Scheduled

All Completed Trip Legs including Cancelled Trip Legs and Member No Show Trip Legs

Safety Concern

Issue Resulting from Safety Concern

Same Day Trip Legs

Completed Trip Legs with less than 24 hour Notice

Scheduling Error|

Issue Resulting fromScheduling Issue

Standing Order Trip Legs

Completed Trip Legs Associated with a Recurring Appointment

Stretcher

Vehicle Equipped to Transport Stretcher

Technical Issue

Issue Resulting from Technical Issue

Total Substantiated Complaints

Total Number of Substantiated Complaints

Utilization Rate

Percentage of Services Usage (Completed Trip Legs/Eligible Members Enrolled)

Vehicle Issue

Issue with Vehicle

Wheelchair

Vehicle Equipped to Transport Wheelchair
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MEMBERS January February March April May June Jul August __September October __November __December
[ Enrollment| £iigi jlemb
[ Members Served | Uniquc 1/ 25,119]
| Utilization Rate[ Percentage of S 19.8%] 21.5% 23.2%] 21.6%
RESERVATION January February March April May June July August __September October __ November __December
Reservations Scheduled 336,908 850 352,147 324,921 344,695 329,136)
Cancelled 45,374 626 3
Member No Show| 206 023
Denials| ‘of Denied Trip Altermp 508 544
Same Day Trip Legs| 3 Trp Logs with less than 24 hour h 11,476] 892 11,364]
Standing Order Trip Legs| d Trip Legs As. with a Recurr 190,813 2 207,169
Completed Legs d Trip Logs 262,328 281,678 306,264 205,201
Lodging (Cost)] Cost of Lodging Reimbursed 511,103.93 51304370 $13,09138] _ 514,740.73] _ $28,007.31] _ $22,32424] _ 523,108.06] _ $10,73251] _ $10,595.91
Lodging (Nights)[ Vor 241 228 386] 51g] 287 524] m‘ 185
Weals (Cos!) als Reirb 52,659.73] 53.153.53] 54,003.70) 56,413.00) 56,934.69) 56,415.86) 55,371.05] 53,576.44] 55,386.59)
Meals (Reimbursed; Is Re 1e?| 194| 197| ﬁ‘ 361| 358| 353| 288 1ﬁ| 290
TRANSPORT MODE January  February  March April May June August __September October __November __December
‘Ambulance - ALS] h Advanced Life Support 253 265] 276) 237 275) 235] 217] 220) 209) 202] 193]
‘Ambulance - BLS ‘Basic Life Support 828 764] 845 763] ﬁ' 774] 801 756] 803 759) 640)
‘Ambulatory 181,047 165,76—D| 192,345 178,005 185,454 177.481] 189,72_D| 175,554] 188,684 180,213 176,140
Completed By Owner Operator 14,7ﬁ| 13,757 15,658 15,384 17,64?| 18,510 21411 19,301 21,770 21,895 20,951
Wileage 72.704] 65,65_n| 76,357| 71.077] 72,884] 70,44?| e7,1s—g| 62,390
Public Transi Ssterm o Public 5.285 5,279 7.510 9,073 m,ﬁ' AT 11,670 7.756
Stretcher] H‘ 55' 667| 52_9|
Barialric Strelcher| 104 127 167
Wheelchair| Ve 5,7§| e,@l 5,554
Bariatric Wheelchair| Vehicle Equi 721] 818|
Completed Legs| C: ted Trip Legs 282,328 281,678 295,201] 285,939 307,603
CALL STATISTICS January February March April May June July August __September October __November __December
Calls Presented| 106.481] 94,910 104,297 89,305 96.874) 86,658 98.414) 91,760 96.735] 92,282 83,514
‘Average Handle Time (seconds)| 278 297 ﬁ' 291 296 313] 306] 310) 311 304] 3o_2|
‘Average Speed of Answer (seconds) 22) 13 79 20) 31 21 23 85, 35 1
Ra«e(ﬂﬁl to Live Response 1.41%| 0.48%| 0.95%]| 0.91%] 1.41%] 1.51%| 1.07%| 1.24%| 3.73%| 1.86%| 1.46%| oAzT'
QUALITY MANAGEMENT January February March April May June July August__September October __November __December
Complaint Free Percentage] tantiated Complaints Compare Trips 99.77%] 99.77%] 99.77%] 99.78%| 99.77%]| 99.79%| 99.80%| 99.81%] 99.84%| 99.82%| 99.81%] 99.81%|
‘Agent Issue| [ssue wilh Veyo Agent 23 10 30 7 27] 7 21 19 21 21 12 16
Driver Issuel with DY 2] 49 51 42) 75 106] 102] 87 65, 96) of 98)
Early Arrival| Provider Arrived Earl ik 4] [ 14 18 10 14 20 5| 5[ 16 8|
Hold time| with Speed of Answer 1 of 0| 2 1 0| 0| 0| 5 0| 3 0|
Late Pickup| Provider Armived L 45| 144] 169) 160) 190) 18] 143] 28] 107] 05| 97, 82)
WMieage Ssue Rel 14 23 16 10 15 14 21 12 9| 6| 6| 1
Provider No Show| V Did Not Arr 298| 260) 319) 275| 287| 258| 209) 229) 85[ 236| 213] 232|
Moving Violation| /s 2| 0] 0] 0] 0| 2| 1 of 1 1 0| 0|
No vehicle available or tip| Did Not Arr 30 35 25 25 9| 10 12 7 14 13 23] 20
Safety Concern] < 9| EI 1 12 12 1 12 12 14 13 7
Scheduling Error| 52 53 5 40 57 B 34 36 3 37 24 4
Technical Issue| 6| 4 1 6| 1
Vehidle Issuel 4 0| 7 4
Public Transi] 0| 4 0|
Long Distance Trips| 0| 0| 0| 0|
Other 0| 0| 0| 3
Total Complaints| 638] 602] 699] 608[ 702[ 621 562[ 57 262 545] 526 518|
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Wisconsin Completed Trip Legs

January

[Completed Legs

February

March

282,328 258,246 300,726]

County Statistics

Total Number of Completed Trip Legs by County of Trip Origination

April May June July August __September October ___ November __ December
281,678 306,264] 295,201 285,939) 307,603] 281,066] 297,802] 280,696] 268,314]

2023
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Outside of Wisconsin Completed Trip Legs
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Michigan
Minnesota
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Total Number of Substantiated Complaints Reported by County of Trip Origination

Wisconsin Substantiated Complaints
[Substantiated Complaints

County Statistics
Fond Du Lac

Forest
Grant
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Outside of Wisconsin Substantiated Complaints

[finas
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Pierce
Polk
Portage
Price
Racine
Rusk
Sauk
Sawyer

[Shawano
St Croix
Taylor
Vernon
Walworth
Washburn
Washington
Waukesha
Waupaca
Waushara
Winnebago
Wood
Michigan

[Minnesota

[Other



W
veyo

282,328

300,726 306,264

98,24¢
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307,603 207,802

96,73

3,591

TES LIPS HRRET LIET JAIF” VAT AYNE” ATE® TS AT ™ aVl™ AR

2023

268,314

February April June August October December
) Leg Trips Completed | Calis Preserted I Substantisted Complaints

Month Substantiated Complaints Calls Presented Leg Trips Completed

January 638 106,481 282,328
February 602 94,910 258,246
March 699 104,297 300,726
April 608 89,305 281,678
May 702 96,874 306,264
June 621 90,410 295,201
July 582 86,658 285,939
August 573 98,414 307,603
September 462 91,760 281,066
October 545 96,735 297,802
November 526 92,282 280,696
December 518 83,514 268,314
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