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What A NEMT Broker Wants

NEMT 2018

NEMT In Action: As a Broker, What
We’re Looking for in an NEMT Provider
By Dave White, CCTM, and Jana Hunkler, CCTM

As a transportation management firm, or
brokerage, Coordinated Transportation Solutions, Inc. has developed professional commercial transportation networks in multiple
states. We understand that our providers are
ultimately the face of the program, at least
for the patient, and arriving on-time, every
time, safely and with a professional driver is
the goal of any NEMT program. Our business model, to partner with our provider networks, supports our overall goals of creating
transportation solutions that work and offering exemplary customer service. That being
said, our expectations from each provider are
exacting, as patient safety is our overriding
concern. Prior to contracting, we perform
both a desk audit and a site visit where we
review driver records, policies & procedures
and vehicles and their maintenance records.
The business must be in good standing,
with drivers that are properly licensed,
trained, drug tested, and able to perform
monthly background checks. All vehicles
must be clean, scent and smoke-free, in
good mechanical condition, with all applicable licensure, and meet state, federal, and
manufacturer’s safety standards. Accessible
vehicles must comply with ADA regulations.
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Drivers or vehicles that do not meet our standards are removed from service. We employ
corrective action plans (CAP) with providers
if their performance begins to trend downward, up to and including removal from our
network.
I (Dave) founded Coordinated Transportation Solutions, Inc. (CTS) more than 20 years
ago as a 501(c)(3) transportation management
firm, because I knew there was a better way
to connect patients to health care. The CTS
mission of service to vulnerable populations
is accomplished through partnerships, not
just with government agencies and health
plans, but with our extensive network of
providers. We have grown from a 3-person
organization working for one health plan to
more than 150 employees, coordinating millions of trips in multiple states as a result of
this partnership approach.
We support our providers with a dynamic
provider relations team, not only at our Connecticut headquarters, but with local staff, on
the ground, everywhere we operate. These
field representatives not only credential and
monitor each provider, they offer their industry and business expertise to the network
which strengthens our partnerships and ulti-
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mately elevates service levels. We value our
relationships with our provider network and
strive to maintain open lines of communication so that expectations and programmatic
regulations are understood by all providers.
We also hold annual provider meetings in
each region to provide trainings and a forum
to discuss their concerns and suggestions for
program-wide improvement.
The best partnerships are built with those
transportation providers that understand
how truly important our work is to supporting positive health outcomes for the fragile
riders we transport, and that are respectful,
professional able to be flexible to meet the
unique needs of those riders. An overview of
our provider requirements can be found on
the CTS website.
Dave White is the Founder and President of Coordinated Transportation Solutions, Inc., while Jana
Hunkler serves as its Vice President of Business
Development.
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