
Community Transit Survival in a Changing NEMT Brokerage 

Environment: A Success Story

It is what it is. But, it will be what you make it.        ----------Pat Summitt



Tennessee TennCare (Medicaid) Enrollment 2016

1,553,726

2007 (10 years ago) Enrollment 1,216,097 

2012 (5 years ago) Enrollment 1,204,274

Three Managed Care Organizations

Two Broker Companies

374,620 Members Used NEMT Services in 2015/2016

2,555,972 NEMT Trips Provided for 2015/2016

Nine Rural Public Transit Agencies Serve All 95 Counties 

81 Private Providers 

4,419,091 Public Transportation Trips Provided for 2015/2016

796,232 Sponsored/Contract Trips Provided by Rural Public Transit Agencies 2015/2016
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2007
Two MCOôs Per  

Region (6)

2014 
State Rebid 

Medicaid 

Contracts with 

Three MCOôs 

State Wide  

2013

Medicaid 

Trips 

79,521

2009 

Medicaid 

Trips 

73,220

2010 

Medicaid 

Trips 

79,494

2011 

Medicaid 

Trips 

86,608

2008

Medicaid 

Trips 

83,238

2015

Medicaid 

Trips 

56,654

2014 

Medicaid 

Trips 

72,8342012 

Medicaid 

Trips 

85,411

TennCare was 

established in 

1994  one of the 

first Medicaid 

wavier programs 

in the Nation 

Twelve MCOôs 

Statewide  

2007 

Medicaid 

Trips 

81,480

Uchra verified data since implementation of software system in 2007 



Build Relationships, Communicate, Establish Partnershipsé..

The State Medicaid Division

Legislators

Local Officials

Private Providers

Managed Care Organizations

Brokers

Transportation Professionals

State Public Transit Division

Transportation Associations

MEET and MEET OFTEN



Lesson 2

Á Simple Rate
In County Flat Rate/ Out of County Mileage Rate

VS.

Á Complex Rate
Load Fee, Wheelchair Rate, Mileage Rate after 
the first 10 miles, Wait Time Rate, Flat Rate, 
etc.é

Rates should include vehicle replacement cost!
Negotiate individual trip rates.

Á Clauses and NEMT Requirements 
Fuel Clauses, No Shows, Indemnification, Hold 
Harmless, Driver Requirement, Vehicle 
Requirements, Pick Up and Drop Off Standards, 
etc.é.

Á Contract Rates

Á Contract Language



Lesson 3

Establish 

Routes

Educate 

All Riders

ñThe Tail does not 

need to wag the dogò
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Lesson 4

Software Support

Scheduling

Accounting 

IT Support on Staff

Data Reports

GPS/Signatures



Lesson 5

Mobility Manager
Vehicle/Driver Pool

Trip Clearing House

After Hours Service

ñDonôt mess up 99% of your trips for the one that wonôt fit!ò

Customer Service



Lesson 6

Money, 
Money, 
Moneyé.

Accounts Payable

Accounts Receivable
Aging Reports

(UCHRA has a 99% 
collection rate on all 
Coordinated Human Service 
Contracts.)

ñInvoice and Invoice often or 
you will be riding a sinking 
shipò



Lesson 7

Staff
V Drivers

V Dispatchers

V Safety/Security 

Maintenance 

Training

V Human Resources

Driver Info

D&A

ñResponsibility equals 
ownership, And a sense of 
ownership is the most powerful 
weapon a team or organization 
can have.ò     --------Pat Summitt

Staff must work together and be committed to 

understanding the NEMT contract requirements.

Requirements can be bent.  Breaking them can be expensive!  

(Liquidated Damages)



When you choose to be a competitor you 

choose to be a survivor. When you 

choose to compete, you make the 

conscious decision to find out what your 

real limits are, not just what you think they 

are.  

----Pat Summitt

Å In 2007 UCHRA averaged 14 people a day, 3 

days a week traveling to Nashville on 14 

routes.  Through coordination today we 

average 35 people per day on 5 routes.

Å 2014  we successfully coordinated a trip from 

East Tennessee to Memphis using 4 transit 

systems in one day.  

Å Since 2007 100% of the 5311, 5310, 5309, 

5339, 5316, and 5317 required match is 

covered by Coordinated Human Service 

Contract Revenues.  

Å A Tennessee Rural Public Transit Agency 

brokered for one MCO for 7 years during that 

time 100% of that MCOôs NEMT trips were 

coordinated with public transit. Working with a 

Not for Profit Public Agency created a ñteamò 

environment that resolved issues, produced 

new ideas and promoted a sense of pride and 

ownership. A brokerôs priority should be the 

patient not the ñprofit marginò. This was by far 

the most successful. 



THANK YOU


