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Agenda

Program Review Period: Q3 2025

DHS Staff Updates

MTM Staff Updates

MTM Closing the Loop

• Q3 TAC Documents – Published on DHS Website

Q3 2025 Operations Review

• Quality Assurance, Complaints

• Unsuccessful Trips

• Network Management

• Gas Mileage Reimbursement 

• Call Center

Highlighted Discussion Topics

• Additional Critical Care Trip Reason – Sickle Cell Disease

• End of Year Holiday Preparation

• Winter Weather Operations

• Federal Funding Impact 

Appendix

Agenda



Staff Updates

DHS 

• Aimee O’Connor: Contract Monitor

aimee.speedoconnor@dhs.wisconsin.gov

MTM

• Lydia Buckmeier: Education, Training & Outreach Advocate
co-wi@mtm-inc.net 

• Openings
• Assistant General Manager / Director of Operations

• Transportation Support Trainer



MTM Closing the 
Loop

Q3 2025 TAC Materials



Q3 2025 TAC Materials

All materials from the Q3 TAC meeting have been published on the 
DHS website: www.dhs.wisconsin.gov/nemt/tac.htm

• Sept. 2025 Agenda

• Sept. 2025 Recording

• Sept. 2025 Minutes

• Sept. 2025 Presentation

http://www.dhs.wisconsin.gov/nemt/tac.htm


Q3 2025 
Operations Review



Review Period 
Q3 2025 
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Quality Assurance: Substantiated Complaints
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Quality Assurance: Complaint Free Percent

99.0%

99.2%

99.4%

99.6%

99.8%

100.0%

Complaint Free Percent Service Level Requirement > = 99.7%



Quality Assurance: Substantiated Complaints 
by Category
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Unsuccessful Trips: Program Level
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Unsuccessful Trips: Critical Care Trip Level
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Unsuccessful Trips: Minor Trip Level
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Transportation Provider Turnbacks
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Gas Mileage Reimbursement: Mobile App Claim 
Trend
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For MTM LINK Mobile App technical assistance, please call: 888-597-1189

Please contact the Call Center for assistance with paper trip logs 866-907-1493

Members have two options to submit 
GMR claims: 

• Paper trip logs

• Online via the MTM Link Mobile App 
(“I’m here” functionality)

The percentage of claims submitted via 
the mobile app is increasing.

Mobile app submissions can be 
processed more efficiently, resulting in 
faster reimbursements to members.  



Call Center: Average Speed to Answer in 
Seconds
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Call Center: Average Speed to Answer in 
Seconds
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Call Center Service: Call Abandon Percent
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Call Center Service: Talk-Time SLA
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Highlighted 
Discussion Topics

New Critical Care Trip Reason



Sickle Cell Disease Treatment – Critical Care

Critical Care Trips

• Scheduled for serious treatments:

• Dialysis

• Cancer Treatments

• Hospital inpatient/outpatient care

• Dental appointments

• New Addition: Sickle Cell Disease Treatment

• Effective January 1, 2026

• Booking: Up to same day

• Oversight: Managed by MTM’s Critical Care Team  



Highlighted 
Discussion Topics

End of Year Holiday Preparation



End of Year Holiday Preparation - Members

End-of-Year holidays include any holiday in the month of December and the beginning of 
January. 

Goal: Ensure seamless transportation during holiday season

Member Holiday Operations
• Call Center Availability: Open 24/7 for scheduling and support

• Member Guidance During Disruptions
• Contact MTM immediately for assistance

• Confirm doctor’s office is open before traveling



End of Year Holiday Preparation- Healthcare 
Facilities

Healthcare Facility Closures

• Use the form or call the call center to 
report Holiday-related:
• Facility closures
• Hours changes

Member Appointment Changes

• Communicate via: 
• Completing the form
• Calling the call center
• Using the Facility Portal

Questions? Contact MTM at 

CO-WI@mtm-inc.net

Thank you for your collaboration!



End of Year Holiday Preparation –
Transportation Providers

Transportation Provider Schedule Changes 

Follow the Holiday Process by responding to the email from MTM to report 
planned Holiday-related changes, including:  

• Reduced driver availability

• Changes in hours-of-operation

Unplanned changes: 

• Communicate directly with your Vendor Account Manager 

Thank you for your collaboration!



Highlighted 
Discussion Topic:

Winter Weather Preparation



Winter Weather Preparation

MTM has developed a robust process for inclement 
weather over the past four years. 

• We work to ensure that trips happen.

• We do not cancel unless it is absolutely 
necessary. 

• We take necessary precautions to ensure that 
active trips are covered safely. 

Guiding Principles

• Safety First 

• Communication

• Life sustaining and urgent trips

Specifically, any snow, ice, or extreme cold that could reduce NEMT 
transporation capacity or make travel dangerous. 

Contact the MTM call center immediately if you are 

stranded at your healthcare appointment. 



Winter Weather Severity and Actions

Tier 1:  Travel is not restricted but 
caution is urged. 

Tier 2: Conditions are hazardous, 
travel is restricted, delays are 
expected. 

Tier 3: State of Emergency. A travel 
ban has been issued. 



To protect and promote the health and safety of the people of Wisconsin

Federal Funding
Updates

2025 Quarter 4 Transportation Advisory Council
December 4, 2025

Department of Health Services



Wisconsin Department of Health Services 30

Overview

Our top priority is the health and safety of the people of Wisconsin.

There are no changes to Medicaid and FoodShare benefits at this time.

DHS will continue to provide updates to partners, providers, and the public as 
we receive federal guidance about how to fully implement policy changes.



Wisconsin Department of Health Services 31

Effect on the Non-Emergency 
Medical Transport (NEMT) Program

There are currently 
no changes to the 
NEMT Program.

Continue to keep  
information 
updated in 

ForwardHealth.



Wisconsin Department of Health Services 32

Reminder

Members must renew their 
Medicaid benefits once a year.

To learn more about renewing your Medicaid benefits, visit
https://www.dhs.wisconsin.gov/forwardhealth/renewals.htm



Wisconsin Department of Health Services 33

• It is crucial to keep contact information 
updated during this time.

• Department of Health Services (DHS) 
will send notices, texts, and emails if 
and when members need to comply 
with new rules or requirements.

• Medicaid and FoodShare members can 
update their information at 
ACCESS.wi.gov or the smartphone app.

Member Contact Information

ACCESS.wi.gov


Wisconsin Department of Health Services 34

If Issues Arise
• NEMT

o To book trips or submit complaints:
▪ (866)907-1493
▪ https://www.mtm-inc.net/wisconsin/

o DHS NEMT Inbox: DHSNEMTInfo@dhs.wisconsin.gov
• FoodShare

o https://www.dhs.wisconsin.gov/foodshare/index.htm
o Call your local county or tribal agency

• Medicaid/ForwardHealth Member Services
o (800)362-3002
o Email: memberservices@wisconsin.gov

• Medicaid/ForwardHealth Provider Services
o (800)947-9627

• If you have any concerns, call Wisconsin’s Consumer Protection Hotline at (800)422-
7128

https://www.mtm-inc.net/wisconsin/
mailto:DHSNEMTInfo@dhs.wisconsin.gov
https://www.dhs.wisconsin.gov/foodshare/index.htm
mailto:memberservices@wisconsin.gov
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For more information, 
visit 
https://www.dhs.wisco
nsin.gov/aboutdhs/hotli
ne.htm

Additional Resources

https://www.dhs.wisconsin.gov/aboutdhs/hotline.htm
https://www.dhs.wisconsin.gov/aboutdhs/hotline.htm
https://www.dhs.wisconsin.gov/aboutdhs/hotline.htm


Wisconsin Department of Health Services 36

Additional Resources

• For General Assistance: Call 211
• Resources from Other Agencies: 
https://www.dhs.wisconsin.gov/legislative/
other.htm

https://www.dhs.wisconsin.gov/legislative/other.htm
https://www.dhs.wisconsin.gov/legislative/other.htm
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MTM Contact Information

Members and Healthcare Providers

• Book Trips or Submit Complaints: 866-907-1493

Transportation Providers

Email: providerswi@mtm-inc.net

Website

https://www.mtm-inc.net/wisconsin/

Member App

Download the MTM Link Member App at either: 

App Store                                               Google Play

Lydia Buckmeier –

Community Outreach 

CO-WI@mtm-inc.net

Que Hatchett –

Member Ombuds

636-674-6386

Jennifer Anderson –

Transp Ombuds

ProvidersWI@mtm-inc.net

Open –

Travel Trainer



Reference Guide: Gas Mileage Reimbursement



Reference Guide: Gas Mileage Reimbursement

DHS Web Access 

• dhs.wisconsin.gov/nemt/index.htm

MTM Web Access 

• www.mtm-inc.net/wisconsin/members/

https://www.dhs.wisconsin.gov/nemt/index.htm
https://www.mtm-inc.net/wisconsin/members/


Reference Guide: Scheduling a Ride 



Reference Guide: Scheduling a Ride 

DHS Web Access 

• dhs.wisconsin.gov/nemt/index.htm

MTM Web Access 

• www.mtm-inc.net/wisconsin/members/

https://www.dhs.wisconsin.gov/nemt/index.htm
https://www.mtm-inc.net/wisconsin/members/


Closing 
Questions and 

Feedback

Thank You for Attending!
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