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Agenda

Program Review Period: Q1 2026

DHS Updates

MTM Staff Updates

Q1 2026 Operations Review

• Quality Assurance, Complaints

• Unsuccessful Trips

• Network Management

• Gas Mileage Reimbursement 

• Call Center

Highlighted Discussion Topics

• MTM Link – Member App and Online Portal Capabilities

• MTM Link – Facility Portal Capabilities

Appendix

Agenda
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NEMT Vendor Transition: The 
Basics

• Wisconsin State Law requires DHS to conduct a fair 
and competitive procurement process to select an 
NEMT vendor on a regularly scheduled basis.

• On May 21, 2026, the Department of Health Services 
issued the “notice of intent” to select Verida, Inc. as the 
new NEMT vendor. 

https://verida.com/
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NEMT Vendor Transition: What Do 
Members and Providers Need to Know?

• Members and Providers do not need to do anything 
differently right now.

• DHS will continue to provide updates about the 
transition as more information is available.

• The vendor transition will not change the NEMT 
services members are eligible for.



Wisconsin Department of Health Services 5

NEMT Vendor Transition: How to 
Learn More and Stay Informed

• You can learn more here: visit the NEMT vendor transition 
page.

• You can sign up to receive NEMT emails related to the 
transition here: Sign up to receive emails

• You can learn more about Verida, Inc., here: Verida, Inc.

https://www.dhs.wisconsin.gov/nemt/vendor.htm
https://www.dhs.wisconsin.gov/nemt/vendor.htm
https://www.dhs.wisconsin.gov/aboutdhs/alerts.htm#partner
https://verida.com/
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Questions?



Staff Updates

MTM

• Openings
• Transportation Support Trainer



Q1 2026 
Operations Review



Review Period 
Q1 2026
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Quality Assurance: Substantiated Complaints
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Quality Assurance: Complaint Free Percent
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Quality Assurance: Substantiated Complaints 
by Category – Q1 2026
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Unsuccessful Trips: Program Level
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Unsuccessful Trips: Critical Care Trip Level

0.0

0.2

0.4

0.6

0.8

1.0

1.2

1.4

0

5

10

15

20

25

30

35

40

U
n

su
c
c
e
ss

fu
l 
Tr

ip
 R

a
ti

o

U
n

su
c
c
e
ss

fu
l 
Tr

ip
 C

o
u

n
t

Unsuccessful Trips Unsuccessful Trips per 1000



Unsuccessful Trips: Minor Trip Level
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Transportation Provider Turnbacks
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Gas Mileage Reimbursement: Mobile App Claim 
Trend

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)

MTM Link Mobile App claim submissions: 

• Use GPS technology to create a digital trip log

• Are received immediately by MTM and processed efficiently, resulting in 
faster reimbursements to members



Gas Mileage Reimbursement: Mobile App Claim 
Trend
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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 Topic:

MTM Link 
Member App / Online Portal



MTM Link – Member App

The mobile app gives you the ability to:

• Request a new trip 

• View scheduled trips

• Cancel trips that you no longer need

• View real-time updates from your driver

• Submit gas mileage reimbursement 

(GMR) claims - mobile app only

Accessing the 

MTM Link Member Mobile App

Search for “MTM Link Member” in the Google Play 

Store or the iOS App Store

Download the app to your mobile device

Register using an email address.

Log in and get started!

iOS App Store Google Play



Member App & Member Online Portal  

Trip Scheduling Restrictions 

• Trips with less than 2-business days notice 

(except GMR)

• GMR Trips over 45 miles

• Cab, Paralift, Stretcher trips over 100 miles

• Trips for minor members without a parent, 

guardian or other adult escort. 

There are some circumstances when a member must call the call center 

Scheduled trips may be changed as long as:

• A transportation provider has not been assigned. 

• The trip is not scheduled for that day



MTM Link – Member App
Home Screen

The “hamburger” opens the 

main menu to view/modify 

your profile and access 

technical assistance (see next 

page for details).

Switch from daily service 

view to monthly calendar 

service view.

Navigate to the current 

date on the 

calendar/daily view.

View additional details 

about your service, 

including the name of 

your transportation 

provider once assigned.

Schedule new services.



MTM Link – Member App 
Viewing Scheduled Trips 

Find your services by using either the Weekly 

or Monthly calendar view.

Click the date you would like and see the pick-

up time and destination. 

Click Service Details to see the transportation 

provider. 



MTM Link – Member App 
Request a New Trip

There are two ways you 

can schedule a new service:

Click the New Service 

button in the bottom 

portion of the home screen

Click the New Service 

button located in the main 

menu 



MTM Link – Member App 
Request a New Trip - Continued

The app will walk you 

through all the 

information you need to 

provide to book your 

service. 



MTM Link – Member App 
Canceling an Existing Trip 

Find your services by 

using either the Weekly 

or Monthly calendar view.

Choose the service you 

want to cancel from your 

list of scheduled services. 

You can find this under 

Service Details.



MTM Link – Member App 
Where’s My Ride? Feature 

While viewing services for today, you will see a button that 
says, “Where’s My Ride?” on the home screen.

The Map View will show details about your service, such as:

• Transportation provider name

• Driver name

• Driver vehicle type

• Driver license plate number

• Estimated time of arrival

• A map that shows your driver’s current location

• The Map View will update with new data as your driver moves



MTM Link – Member App  
Activate a Will-Call  

If your return ride is set as a will-call and you 
are ready to be picked up: 

• Navigate to the Service Details or Where’s 
My Ride screen 

• Click the I’m Ready button



MTM Link – Member App  
Claim Gas Mileage Reimbursement (GMR) Trips

When you begin your trip 

from your starting address, 

click I’m Leaving. 

When you arrive at your 

doctor, click I’m Here.



MTM Link – Member App 
Claim Gas Mileage Reimbursement (GMR) Trips - Continued

MTM Link will make sure your location 

matches your doctor’s address. You will 

see a message that says, ‘Location 

Verified.’ 

Click the Submit Reimbursement 



MTM Link – Member Online Portal

The online portal gives you the ability to:

• Request a new trip 

• View scheduled trips

• Cancel trips that you no longer need

• View real-time updates from your driver

The online portal does not support:

• Mobile GMR claiming

• Will-Call pick-up activation

Accessing MTM Link 

Visit https://mtm.mtmlink.net from any web 

browser on your computer or mobile device

Register using an email address

Log in and get started!

https://mtm.mtmlink.net/


MTM Link – Member Online Portal
Viewing Scheduled Trips 

Find your services by 

using either the Weekly 

or Monthly calendar 

view.

Click the date you would 

like and see the pick-up 

time and destination. 

Click Service Details to 

see the transportation 

provider. 



MTM Link – Member Online Portal
Request a New Trip

Under Transportation in the user 

menu, you’ll find the option to 

request a ride. 

Click Request to start the 

process.

The portal will walk you through 

what you need to provide to 

book your ride. You can add 

special requests. This may 

include additional passengers or 

wheelchair accommodations. 



MTM Link – Member Online Portal
Request a New Trip - Continued

The portal will walk you 

through all the 

information you need to 

provide to book your 

service. 



MTM Link – Member Online Portal
Canceling an Existing Trip 

Find your 

services by 

using either the 

Weekly or 

Monthly 

calendar view.

In the Trip 

Details section, 

hit the Cancel 

button



MTM Link – Member Online Portal
Canceling an Existing Trip 

The trip selected will 

appear with a red 

background. 



Highlighted Discussion 
Topic:

Facility Portal



MTM Link – Facility Portal Capabilities

The facility portal gives you the ability 
to:

• Request a new trip for the member

• View scheduled trips by member, or for 

your specific facility

• Cancel trips that the member no longer 

needs

• View real-time driver updates

Email CO-WI@mtm-inc.net to 

request access to the MTM Link 

Facility Portal 

MTM staff with assist you in securing 

access. 



MTM Link – Facility Portal Capabilities
Request a New Trip 

Request a Ride

Select the date the 
member needs a ride 
and enter in the ride 
details.



MTM Link – Facility Portal Capabilities
Request a New Trip - Continued

Request a Ride

Tell us where and when 
the member needs to be 
picked up and dropped 
off.

Also include the members 
additional information, 
such as mobility aids and 
vehicle requirements. 



MTM Link – Facility Portal Capabilities

View Rides

As a facility user, you 
can view all rides 
associated with your 
facility address by 
day in the Daily View 
section. 



MTM Link – Facility Portal Capabilities

Track Rides

Select the ride you 
would like to review. 

All ride details display 
once selected. 
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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/

For help using MTM Link: members can call the Navigator Line: 

888-597-1189

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



Education, Training, and Outreach (ETO)

MTM Link Facility Portal 

The facility portal is a web-based tool that is designed specifically for healthcare facilities. 

Key Focus Items for 2026

Increasing access to the MTM Facility Portal.

Establishing contacts with at least the 100 most frequently utilized

healthcare facilities. 

MTM’s ETO Core Function 

Meeting with facilities and organizations to collaborate in support of members. 

If you are interested in scheduling a meeting, training, or receiving educational materials and resources, please reach out to 

CO-WI@mtm-inc.net.



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


Closing 
Questions and 

Feedback

Thank You for Attending!
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