RIDE 2023 Ride to Care

1 to CARE NEMT Program Evaluation Findings

CareOregon, in partnerships with Ride Connection, evaluated the Ride to Care program. Ride to Care is the Non-
Emergency Medical Transportation benefit that provides trips for Health Share of Oregon Medicaid members.

The evaluation included the following stakeholders; members, NEMT drivers, and NEMT providers. NEMT
providers hire and manage NEMT drivers. Members who were invited to participate in the survey had utilized the
NEMT services at least 5 times in the first quarter, drivers who were active at the time of the survey, and
providers were under contract at the time of the survey. All stakeholders were also invited to a focus group.

The evaluation was seeking to answer six questions. The evaluation questions and key findings from the
evaluation are included in this snapshot report. Findings from the evaluations will be used to make improvements
to the NEMT program.

1) How satisfied are stakeholders with the NEMT program?

Percentages are a combination of the experience of 'went well” or ‘mostly well” with the program.
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2) Who are the participants of the NEMT program evaluation?
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3) What barriers do members experience with the NEMT program?
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4) What is the stakeholders’ experience in providing feedback,
or engaging with us, about the NEMT program?

Members had positive and negative experiences with the

NEMT program but did not share them with the call center: NEMT
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was negative meetings and an
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— feedback online.

NEMT drivers

76% of drivers would

because members did not know who to call. feedback via SUrveys.

prefer to share
» The number one reason members told us they did not share feedback is
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5) What recent changes had the most impact on NEMT providers?
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shows/same-day portal weather wage minimum rate
cancellations incentive

(Per trip)

Percentages are based on ‘most helpful’ rating.

6) What is the awareness and understanding of the NEMT program?

Members want to learn more about

(top 3):

Drivers want to learn more about:

1. Type of trips covered by NEMT ST Other (please specify)
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2. Scheduling trips with NEMT drivers and policies

3. Levels of assistance NEMT drivers 39%
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NEMT drivers reported in past evaluations experiencing
unsafe behaviors from members and their caregivers.

Members know how to:

Schedule a ride with an NEMT driver for 80
medical appointments 0
Submit a complaint or provide feedback about 299/
my experience with the NEMT program 0

Get reimbursed for miles when I drive myself - 27°%,

to medical appointments

About 1 in 10
members reported that
they have a hard time
doing any of the things

. . listed.
Request bus fare and have it reloaded (if

offered in your area)
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RIDE 80% of members refer to the
to CARE NEMT program as ‘Ride to Care’.

Only 14% refer to it as NEMT
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