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Agenda

Program Review Period: Q1 2025
MTM Closing the Loop
• GMR and Member Trip Guides – Status Update
• MTM Website – Status of Form Translation

Q1 2025 Operations Review
• Quality Assurance, Complaints
• Unsuccessful Trips
• Network Management
• Gas Mileage Reimbursement
• Call Center

Highlighted Discussion Topics
• MTM Link - Member App / Online Portal Capabilities
• MTM Link - Facility Portal Capabilities

Appendix

Agenda



MTM Closing the 
Loop



Closing the Loop, Mar 6th TAC Meeting

1. Reference Guides
• Gas Mileage Reimbursement Reference Guide

• Member Scheduling Reference Guide 

2. Program Forms: Translated Versions



Reference Guides

Gas Mileage Reimbursement Reference 



Reference Guides

Scheduling a Ride Reference



Program Forms: Translated Versions

Translations of member facing forms 
and resources are now available in
Spanish and Hmong on the MTM 
Website
• GMR Trip Log – Hmong

• GMR Trip Log – Spanish

• Instructions for Updating GMR Payment Preferences – Hmong

• Instructions for Updating GMR Payment Preferences – Spanish

• Meals and Lodging Form – English, Hmong, and Spanish

• Parental Consent Form (Children Age 4-11 and Age 12-15) – English, 
Hmong, and Spanish

https://www.mtm-inc.net/wp-content/uploads/2025/02/DHS-Approved_WI-GMR-Trip-Log-2023-Hmong.pdf
https://www.mtm-inc.net/wp-content/uploads/2025/02/DHS-Approved_WI-GMR-Trip-Log-2023-Spanish.pdf
https://www.mtm-inc.net/wp-content/uploads/2025/02/DHS-Approved_Wisconsin-GMR-Payment-Update-Instructions-Hmong.pdf
https://www.mtm-inc.net/wp-content/uploads/2025/02/DHS-Approved_Wisconsin-GMR-Payment-Update-Instructions-Spanish.pdf
https://securemtm.formstack.com/forms/wi_meals_lodging_form
https://securemtm.formstack.com/forms/wi_parental_consent_form
https://securemtm.formstack.com/forms/wi_parental_consent_form


Q1 2025 
Operations Review

Feedback and Questions



Review Period 
Q1 2025 

39,738
Unique 

Members

915,847 
Trips

243,538
Calls Taken

254 
Transportation

Providers

3,397 
Vehicles

295
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
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Substance Use Disorder (SUD) 
Quality Assurance Actions

Specific action items include:  

• On-site unannounced vehicle inspections

• Secret rider trips 

• Frequent strategic facility outreach

On January 1st, quality assurance measure were 
piloted. On May 1st, the quality assurance 
measures were implemented for NEMT trips 
taken to SUD facilities with the following 
objectives: 

1. Increase transportation provider oversight. 

2. Strengthen relationships with SUD facility 
representatives.

3. Ensuring member safety. 



Substance Use Disorder (SUD) 
Quality Assurance Actions

SUD Facility Specific Actions: 
January 01, 2025 - April 30, 2025

• 84 Unique vehicles inspected

• 26 Inspection visits across 16 different unique locations

• 22 Strategic outreach conversations performed

• 10 Secret rider trips completed



Self Service Options: Trips Booked by Method
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Self Service Options: GMR Claim % Mobile App
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For MTM LINK Mobile App technical assistance, please call: 888-597-1189



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 / Online Portal 
Capabilities

Request a Ride

Select the date you need a ride and 
enter in your ride details. Tell us where 
and when to pick you up, and where 
you need to be dropped off.



MTM Link – Member App / Online Portal 
Capabilities

Review / Cancel Existing Rides 

You can see your ride status, pick-up time 
and address, drop-off address, and 
transportation provider information for 
each ride you have scheduled. 

If cancellation is necessary, you can select 
the cancel button. 



MTM Link – Member App / Online Portal 
Capabilities

Activate a Will 
Call Return Ride 

When you’re ready 
for pick up, just click 
I’m Ready. Your driver 
should arrive within 
one hour. You can 
track your driver ’s 
location.



MTM Link – Member App / Online Portal 
Capabilities

Track Your Ride

View the status of your ride, your provider’s 
name, the estimated time of arrival, and a 
map that shows your driver ’s current 
location. The map updates as your driver 
moves through the trip. 



MTM Link – Member App / Online Portal 
Capabilities

Gas Mileage 
Reimbursement 

Members can claim GMR 
directly through the app. 
This functionality replaces 
the need for paper trip logs 
which enables faster 
reimbursement payments. 



Discussion:
MTM Link 

Member App / Online Portal



Highlighted 
Discussion Topic:

MTM Link
Facility Portal



MTM Link – Facility Portal Capabilities

Request a Ride

Select the date you 
need a ride and enter 
in your ride details.

Tell us where and 
when to pick you up, 
and where you need 
to be dropped off.



MTM Link – Facility Portal Capabilities

View Rides

Select the ride you 
would like to review. 

All ride details display 
once selected. 



MTM Link – Facility Portal Capabilities
Track Rides

Select the ride you 
would like to review. 

All ride details display 
once selected. 



Discussion:
MTM Link 

Facility Portal



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

Jas Blue –
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!


	MTM | State of Wisconsin Dept. of Health Services
	Agenda
	�MTM Closing the Loop�
	Closing the Loop, Mar 6th TAC Meeting
	Reference Guides
	Reference Guides
	Program Forms: Translated Versions	
	Q1 2025 Operations Review��Feedback and Questions
	Review Period Q1 2025 
	Quality Assurance: Substantiated Complaints
	Quality Assurance: Complaint Free Percent
	Unsuccessful Trips: Program Level
	Unsuccessful Trips: Critical Care Trip Level
	Unsuccessful Trips: Minor Trip Level
	Transportation Provider Turnbacks
	Substance Use Disorder (SUD) �Quality Assurance Actions	
	Substance Use Disorder (SUD) �Quality Assurance Actions		
	Self Service Options: Trips Booked by Method
	Self Service Options: GMR Claim % Mobile App
	Call Center: Average Speed to Answer in Seconds
	Call Center: Average Speed to Answer in Seconds
	Call Center Service: Call Abandon Percent
	Call Center Service: Talk-Time SLA
	�Highlighted Discussion Topic:�MTM Link �Member App / Online Portal��
	MTM Link – Member App / Online Portal Capabilities
	MTM Link – Member App / Online Portal Capabilities
	MTM Link – Member App / Online Portal Capabilities
	MTM Link – Member App / Online Portal Capabilities
	MTM Link – Member App / Online Portal Capabilities
	Discussion:�MTM Link �Member App / Online Portal
	�Highlighted Discussion Topic:�MTM Link�Facility Portal��
	MTM Link – Facility Portal Capabilities
	MTM Link – Facility Portal Capabilities
	MTM Link – Facility Portal Capabilities
	Discussion:�MTM Link �Facility Portal
	Appendix
	MTM Contact Information
	Education, Training, and Outreach (ETO)
	Closing Questions and Feedback��Thank You for Attending!

