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Agenda

Program Review Period: Q2 2025

DHS Staff Updates

MTM Staff Updates

MTM Closing the Loop

• GMR and Member Trip Guides – Status Update

• Meals & Lodging – Verbal Form Completion

Q2 2025 Operations Review

• Quality Assurance, Complaints

• Unsuccessful Trips

• Network Management

• Gas Mileage Reimbursement

• Call Center

Highlighted Discussion Topics

• Parental Consent Forms

• On-Demand Transportation Operation – Madison Area

Appendix

Agenda



Staff Updates

DHS 

• Deann Davidson: Communications Specialist 

deann.davidson@dhs.wisconsin.gov

• Openings / Additional Updates

MTM

• Openings / Additional Updates

mailto:deann.davidson@dhs.wisconsin.gov


MTM Closing the 
Loop

GMR /Trip Scheduling Reference Guides
Meals and Lodging Verbal Form Completion 



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/


Meals and Lodging

Members may qualify for meal and/or lodging reimbursement when traveling long distances for 
covered medical appointments. Eligibility is determined by distance traveled and duration of 
appointment.

• 100+ miles one way: Eligible for 1 meal if away from home for 4+ hours.

• 100+ miles one way: Eligible for 2 meals if away for 8+ hours.

• 200+ miles one way: Eligible for 2 meals and 1 overnight stay if away for 8+ hours.

• Multiple overnight stays may be allowed if medically necessary.

• Up to 3 meals per day may be covered on the second and subsequent days of care.

Escort or Attendant:

• If medically required, they may receive the same meal and lodging benefits as the 
member.



Meals and Lodging

Current Challenge

• In long-distance or overnight travel situations, it can be difficult for members to get the required 

forms completed and returned in a timely manner. This can delay eligibility confirmation for meals, 

lodging, or travel support.

Improvement Implemented

• To address this, MTM’s Member Travel Team now uses newly developed electronic forms that allow 

them to collect necessary information directly from healthcare professionals over the phone.

Additional Submission Options

• While phone-based collection is now available, forms may still be completed electronically by the 

provider or submitted via fax.



Q2 2025 
Operations Review



Review Period 
Q2 2025 

39,310

Unique 

Members

943,596 

Trips

239,669

Calls Taken

255 

Transportation

Providers

3,423 

Vehicles

311

Independent 

Driver 

Providers



Quality Assurance: Substantiated Complaints
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Quality Assurance: Complaint Free Percent
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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

9.84% 9.36% 9.58%
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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

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

0

50

100

150

200

250

300

350

400

450

Average Talk-Time Service Level Requirement < = 420 Seconds



Q2 2025 
Operations Review

Feedback and Questions



Highlighted 
Discussion Topic:

Parental Consent Forms



Program Forms: Parental Consent Forms

• Who needs them: Minor members (age 4-15) traveling without a parent or guardian

• Who completes them: A parent or guardian

• How are they submitted: Online, Fax, Mail. Healthcare facilities can coordinate with 
MTM’s Minor Transportation Manager, Josh Dodge at jdodge@mtm-inc.net

• Where can they be found: https://www.mtm-inc.net/wisconsin/members/

mailto:jdodge@mtm-inc.net
https://www.mtm-inc.net/wisconsin/members/


Program Forms: Parental Consent Forms

Parental consent forms can be found 
at MTM’s website

mtm-inc.net/wisconsin



Discussion:
Parental Consent Forms



Highlighted 
Discussion Topic:

VeyoRide OnDemand
Madison/Dane County



MTM Madison Area Network Expansion

MTM is launching an internal operational change to enhance transportation access in the Madison area.

This change involves the creation of an on-demand Independent Driver Provider (IDP) operation.

In Wisconsin, these drivers are commonly referred to as “IDPs”, but the formal name of the program is VeyoRide.

What This Means for Members

• This behind-the-scenes update will have minimal impact on members.

It may simply feel like an additional transportation provider. 

No changes to:

• How members or facilities schedule trips

• Driver trip requirements

Vehicles will be identified as: VeyoRide



MTM Madison Area Network Expansion

An on-demand VeyoRide operation in Milwaukee has been in 

place since Q1 2022

Made up of community-based independent driver providers

IDP’s have the same credentialing and training requirements as 

third-party provider drivers 

Madison launch on Monday September 2, 2025

This will initially increase Madison area capacity by ~50 drivers



MTM Madison Area Network Expansion
Approximate Map



MTM Madison Area Network Expansion

Additional Details 

• If a member’s trip is assigned to the VeyoRide OnDemand operation, they will likely 

have different drivers on the A and B legs of their trips that day 

• These trips are not co-loaded

• VeyoRide vehicles are common carrier only

• The on-demand model efficiently identifies drivers for same day trips like hospital 

discharges and urgent trip requests 



Discussion:
VeyoRide OnDemand

Madison/Dane County



Appendix



MTM Contact Information

Members and Healthcare Providers

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

• Email for Healthcare Providers: 

CO-WI@mtm-inc.net

Transportation Providers

Email: providerswi@mtm-inc.net

Website

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

Member App

Download the MTM Link Member App via Google Play 

or the App Store

Community Outreach

CO-WI@mtm-inc.net

Que Hatchett –

Member Ombuds

636-674-6386

Jennifer Anderson –

Transp Ombuds

ProvidersWI@mtm-inc.net

Shelby Turner –

Travel Trainer

sheturner@mtm-inc.net



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 2025

Increasing access to the MTM Facility Portal.

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.



Closing 
Questions and 

Feedback

Thank You for Attending!
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