


 

Urgent trips must meet the same basic requirements as regular appointments except for the 
three (3) day advanced scheduling requirement. An urgent trip can have one (1) or multiple 
trip legs. Southeastrans reserves the right to request verification directly from the healthcare 
provider stating that the need for an urgent trip, except in cases of hospital discharges. Valid 
requests for urgent care transports shall be honored within three (3) hours of the time the 
request is made in urban areas and four (4) hours in non-urban areas. 
 
Urgent trips may include, but are not limited to: 
 

1. Hospital discharge; 
2. Post-surgical and/or medical follow-up specified by a healthcare provider to occur in 

fewer than three (3) days or seventy-two (72) hours from the procedure; 
3. Imminent availability of an appointment with a specialist when the next available 

appointment would require a delay of two weeks or more; and 
4. The results of an administrative or technical delay caused by Southeastrans and 

requiring that an appointment be rescheduled. 
 
In the event that an eligible BlueCare/TennCareSelect member request transportation 
services to a covered service in less than the required timeframes and/or the trip does not 
qualify as an urgent trip based on the above definition, Southeastrans will make reasonable 
efforts to schedule the member’s request with a network NEMT provider, a non-network 
provider, or a Southeastrans shooter van if any of these resources are available to 
accommodate the request within the three (3) hours of the time the request is made in urban 
areas and four (4) hours in non-urban areas. 
.  
 
Members and healthcare providers who fail to request transportation services for trips that 
do not meet urgent care criteria less than seventy-two (72) hours before the NEMT service 
is needed will be reported to BlueCare/TennCareSelect as a non-compliant member. 
BlueCare/TennCareSelect will provide a notice to non-compliant members as a means to 
educate members concerning proper notice to request NEMT services.  
 

Escorts 

An escort is an individual who accompanies a member to receive TENNCARE covered 
services. Southeastrans shall authorize one escort to accompany a member or group of 
members who require assistance during the transport.  Transportation providers must 
allow the escort to accompany the member at no charge to the member or the escort.  
NEMT provider trip manifests shall indicate when an escort has been approved for an 
assigned trip. 

An individual may serve as an escort if they meet the following criteria: 

1) Any person over the age of twelve (12) selected by the member; 

2) Any person under the age of twelve (12) is presumed to be too young to serve 
as an escort unless specific facts provided by the member demonstrate to a 
reasonable person that the proposed escort could in fact be of assistance to the 
member; and 
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3) Any person under the age of six (6) is excluded in all cases from the role of an 
escort. 

 

TENNderCare Transportation 

Southeastrans will schedule non-emergency transportation for routine covered medical 
appointments including TENNderCare for children under the age 18, and an escort. To 
comply with the TENNderCare requirements, John B. Consent Decree, and VSHP 
requirements, transportation for a minor child shall not be denied pursuant to any policy 
that poses a blanket restriction due to the member’s age or lack of an accompanying 
adult.  Any decision to deny transportation of a minor child due to a member’s age or 
lack of an accompanying adult shall be made on a case-by-case basis and shall be based 
on the individual facts surrounding the request and State of Tennessee law.  Tennessee 
recognizes the “mature minor exception” to permission for medical treatment.  The age of 
consent for children with mental illness is sixteen (16) (TCA 33-8-202, CRA Attachment 
XI.A.4.1.1). 
 
If the member requires approved specialty medical services, which requires overnight or 
extended travel, VSHP will coordinate arrangements with Southeastrans to provide 
transportation to the assigned healthcare provider. 
 
TENNderCare members under the age of 18 do not require an escort if the member is 
married or pregnant. 
 
Southeastrans will contact VSHP for assistance on the proper management of a 
TENNderCare transportation request for an eligible member when: 
  
• Member is under age eighteen and does not have an escort. 
• Member has an escort, but escort is not a parent or legal guardian and cannot legally 

sign for the member to receive medical care. (Southeastrans will ask if the escort has 
legal authority to sign for medical care for foster or step children when scheduling 
transportation services.  Southeastrans will only transport members in foster care 
or state custody when the member has special needs.) 

• Member or escort shows one or more of the following: disorderly conduct, armed 
(firearms, knives or other weapons), intoxicated, possession of illegal drugs, or any 
other condition that may affect the safety of the driver or other passengers. 

 

Member Complaint Process 
VSHP is responsible for receiving, investigating, and resolving all complaints from 
BlueCare/TennCareSelect members regarding delivery of NEMT services.  This includes 
complaints received from members or from healthcare providers or other individuals or 
groups on behalf of a BlueCare/TennCareSelect member. Southeastrans cooperates with 
VSHP in investigating and resolving all member complaints.  (See Appendix B) 
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Appeals Process 
Members also have the right to appeal any decision or action by Southeastrans that adversely 
affects their transportation needs or their access to care.  All appeal procedures are handled 
by BlueCare/TennCareSelect and regulated by the Bureau of TENNCARE.  Members who 
are not satisfied with decisions or actions concerning their transportation service should be 
referred to the appropriate BlueCare/TennCareSelect Member Services Department listed 
below based on their MCO plan. 
 
 BlueCare Member Services   1-800-468-9698 
 TennCareSelect Member Services  1-800-263-5479 
 
If a member requests to file an appeal or refuses to contact BlueCare/TennCareSelect for 
further assistance, Southeastrans will refer the member directly to the TENNCARE 
Solutions Unit to file an appeal. 
 
If BlueCare/TennCareSelect is unable to resolve the issues and the member is still not 
satisfied with their transportation services, they will be referred to the TENNCARE 
Solutions Unit to file an appeal.   
 

TENNCARE Solutions Unit 
TENNCARE Solutions Medical Appeals 
PO Box 593 
Nashville TN  37202-0593 
Fax: 1-888-345-5575 
Phone: 1-800-878-3192 

 
 
See Appendix A for additional information on member’s rights and appeals. 
 
 

Scheduling Requirements 

Hours of Operation   

Southeastrans will ensure that covered NEMT services are available twenty-four (24) 
hours a day, three hundred and sixty-five (365) days a year. 
 
The NEMT Call Center will be appropriately staffed twenty-four (24) hours a day, seven 
(7) days a week, three hundred and sixty-five (365) days a year to handle the call volume.  
  
The Southeastrans Chattanooga Call Center will be staffed Monday thru Friday between 
the hours of 5:00 AM and 7:00 PM in the time zone applicable to the Grand Region 
served by Southeastrans.  Between the hours of 7:00 PM and 5:00 AM Monday through 
Friday, and during weekends (7:00 pm Friday through 5:00 AM Monday) and approved 
holidays, NEMT calls will be seamlessly routed to Southeastrans’ NEMT Call Center in 
Georgia to provide continuous availability of NEMT Call Center services.  The Georgia 
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Call Center will also serve an emergency back-up center if the Tennessee Call Center 
becomes inoperable due to a fire, flood, or other catastrophic event. Dispatchers in the 
Georgia NEMT Call Center will have access to the Tennessee trip management system to 
schedule trips and to process urgent care transportation requests. They will also have 
eligibility verification capabilities and immediate access to the manager on-call for the 
Southeastrans Tennessee Operations. 
 
After-hours request to schedule non-urgent trips will be received and processed by 
Southeastrans Dispatchers in the Georgia NEMT Call Center or the Dispatcher will 
record the member’s name and telephone number and a Southeastrans Customer Service 
Representative will contact the member during normal business hours on the following 
day. 
 
 
Telephone Numbers: 

For Trip Reservations: BlueCare - East Region  (866) 473-7563  

    BlueCare - West Region  (866) 473-7564  

    TennCareSelect - Statewide  (866) 473-7565 

 
Tennessee Administrative Office:    (423) 893-8282 

 

     Transportation Performance Standards     

1. Southeastrans has high transportation performance standards and require each 
NEMT provider to meet (or exceed) those standards.  The required TENNCARE 
standards for drivers and customer service are the foundation for Southeastrans 
expectations.  These specific standards are provided to all Transportation 
providers in the NEMT Provider Agreement which is reviewed and approved by 
TENNCARE. Southeastrans monitors all Transportation providers to ensure 
compliance with the required standards. 

2. Southeastrans informs the NEMT provider of the scheduled pick-up time to 
ensure on-time arrival.  Should a NEMT provider continually be a “no show” or 
tardy for a pick-up, Southeastrans shall issue a series of warnings to the NEMT 
provider in an effort to correct the problem. Repetitive instances of substandard 
performance may require a corrective action plan, assessment of liquidated 
damages, suspension or reduction of trip assignments or termination of NEMT 
Provider Agreement.  

3. Trips are assigned to the most appropriate NEMT provider based on the member’s 
healthcare needs, including federally funded public transportation and the use of 
multi-passenger vehicles.  NEMT Drivers are trained in the proper use of 
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communications equipment to ensure that dispatchers are given real-time updates 
on transportation status. 

4. Members must be informed of any service delay to lessen the impact on members 
and healthcare providers.  Back-up transportation is available to provide a suitable 
means of transportation should the initial NEMT provider not be able to complete 
the transport as assigned. 

5. In addition to the initial inspections prior to entering into service agreements with 
NEMT providers and the annual inspections as required by TENNCARE,  
Southeastrans Compliance Officers periodically perform field evaluations and 
spot vehicle inspections to assure that all transportation services are provided in a 
timely and safe manner and in compliance with TENNCARE requirements. 

6. All transportation services must only be provided by NEMT drivers and vehicles 
that have been authorized by Southeastrans to provide such services.  Failure to 
adhere to all NEMT driver and vehicle requirements shall result in immediate 
removal from service and appropriate corrective action including assessment of 
liquidated damages, suspension or reduction of trip assignments, and/or 
termination of NEMT Provider Agreements.   

 

 

NEMT Provider Responsibilities 

Administrative and General Requirements 
1. NEMT providers shall receive trip reservations via fax or modem from 

Southeastrans each day and confirm the receipt thereof in a form acceptable to 
Southeastrans for ASAP or urgent trips.  NEMT providers shall accept telephone 
orders from Southeastrans. 

2. NEMT providers shall transport members and escorts or accompanying adult  as 
applicable in accordance with the specifications of the reservations provided by 
Southeastrans and the terms of the NEMT Provider Agreement.  The NEMT 
driver may refuse transportation when the member, his/her escort, or an 
accompanying adult (for a member under age eighteen (18)), according to a 
reasonable person’s standards, is noticeably indisposed (disorderly conduct, 
indecent exposure, intoxicated), is armed (firearms), is in possession of illegal 
drugs, knives and/or other weapons, commits a criminal offense, or is in any other 
condition that may affect the safety of the driver or persons being transported. 
Southeastrans will ensure that if a NEMT driver refuses to transport a member the 
NEMT driver immediately notifies their dispatcher, and the dispatcher notifies 
Southeastrans.  Southeastrans will notify  VSHP immediately.  VSHP will ensure 
members are given notice of appeal rights for any refused trips.  
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3. NEMT providers shall accept telephone requests to pick-up members at medical 
facilities and healthcare providers for return trips (all legs). 

4. NEMT provider shall inform Southeastrans of their inability or unwillingness to 
schedule or complete an assignment with sufficient notice to allow Southeastrans 
to make alternative arrangements, and contact member’s or healthcare providers 
to coordinate.  (Sufficient Notice is defined as no less than 24 hours.)  In the event 
that NEMT provider does not provide sufficient notice and Southeastrans must 
make, as a result of the short notice, premium price alternate transportation 
arrangements, NEMT provider shall be responsible for any incremental charges 
incurred.  These charges shall be deducted from amounts owed to the NEMT 
provider. 

5. NEMT provider shall establish and maintain both a dedicated telephone line and 
fax line for the exclusive use by Southeastrans to contact NEMT provider.  The 
fax line shall be equipped with a fax machine. 

6. NEMT provider shall ensure that all information obtained regarding 
BlueCare/TennCareSelect members in connection with the CRA/ TSA be held in 
the strictest confidence and used only as required in the performance of NEMT 
provider’s obligations under the NEMT provider Agreement with Southeastrans. 

 

NEMT Providers and Member Confidentiality 

Southeastrans requires that NEMT providers will ensure that personal information 
received in the process of transporting, scheduling, follow-up, quality assurance or any 
other activity involved in providing services for Medicaid members will be treated as 
confidential information.  The NEMT provider will ensure  that the provider’s staff will 
be trained and required to treat all patient information that is obtained, recorded, viewed, 
heard or otherwise discovered as confidential information and will not to be 
communicated to anyone not involved in the active care of the patient or in the normal 
course of business with Southeastrans. 
 
Specifically, NEMT provider employees will be required to adhere, but not limited to the 
following guidelines concerning the protection of patient information: 
 

• Members will not be asked about their medical condition, medical history, or 
medical diagnosis unless such information is necessary to schedule the 
appropriate type of transportation. 

 
• Any medical information that is provided to employees by a member or 

healthcare provider while performing NEMT transportation is to be considered 
confidential information that is not communicated to anyone not involved in the 
transportation or care of the member. 

 
• All records which identify member names and destinations will remain on the 

premises of the NEMT provider.  In addition, all records will locked when not in 
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use, not be photocopied or otherwise retained for personal use or public 
distribution. 

 
Southeastrans will require that all information as to personal facts and circumstances 
concerning members or potential members obtained by the NEMT provider will be 
treated as privileged communications, shall be held confidential, and shall not be 
divulged without the written consent of TENNCARE or the member/potential member, 
provided that nothing stated herein shall prohibit the disclosure of information in 
summary, statistical, or other form which does not identify particular individuals.  The 
use or disclosure of information concerning members/potential members shall be limited 
to purposes directly connected with the administration of the NEMT Agreements. 

 
The NEMT provider will also be required to comply with confidentiality requirements 
that no words will be displayed on the NEMT vehicle that implies that TENNCARE 
members are being transported. The name of the NEMT provider’s business will not 
imply that TENNCARE members are being transported. 
 
In addition, Southeastrans will require the NEMT provider to comply with the following 
HIPAA (HEALTH INSURANCE PORTABILITY AND ACCOUNTABILITY ACT) 
rules: 

• As a party to their agreement with Southeastrans, the NEMT provider hereby 
acknowledges its designation as a covered entity under the HIPAA regulations 
and agrees to comply with all applicable HIPAA regulations. 

• In accordance with HIPAA regulations, the NEMT provider will, at a minimum: 
o Comply with requirements of the Health Insurance Portability and 

Accountability Act of 1996, including but not limited to the transactions 
and code set, privacy, security, and identifier regulations, by their 
designated compliance dates. Compliance includes meeting all required 
transaction formats and code sets with the specified data partner situations 
required under the regulations; 

o Transmit/receive from/to Southeastrans, staff, providers, subcontractors, 
clearinghouses, VSHP, and TENNCARE all transactions and code sets 
required by the HIPAA regulations in the appropriate standard formats as 
specified under the law and as directed by TENNCARE so long as 
TENNCARE direction does not conflict with the law; 

o Agree that if it is not in compliance with all applicable standards defined 
within the transactions and code sets, privacy, security and all subsequent 
HIPAA standards, that it will be in breach of the agreement between 
Southeastrans and the NEMT provider and will then take all reasonable 
steps to cure the breach or end the violation as applicable. Since inability 
to meet the transactions and code sets requirements, as well as the privacy 
and security requirements can bring basic business practices between 
TENNCARE, VSHP and Southeastrans and the NEMT provider to a halt, 
if for any reason the NEMT provider cannot meet the requirements of this 
Section, TENNCARE, VSHP, and Southeastrans may terminate the 
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NEMT Provider Agreement in accordance with Section 4.4 of the 
TENNCARE CRA and TSA; 

o Ensure that Protected Health Information (PHI) data exchanged between 
the Southeastrans, VSHP, NEMT provider and TENNCARE is used only 
for the purposes of transporting, treatment, payment, or health care 
operations and health oversight and its related functions. All PHI data not 
transmitted for these purposes or for purposes allowed under the federal 
HIPAA regulations shall be de-identified to protect the individual 
member’s PHI under the privacy act; 

o Ensure that disclosures of PHI from Southeastrans and NEMT provider to 
VSHP and TENNCARE shall be restricted as specified in the HIPAA 
regulations and will be permitted for the purposes of: transportation, 
treatment, payment, or health care operation; health oversight; obtaining 
premium bids for providing health coverage; or modifying, amending or 
terminating the group health plan. Disclosures to VSHP and TENNCARE 
from Southeastrans and the NEMT provider shall be as permitted and/or 
required under the law; 

o Report to Southeastrans, VSHP and/or TENNCARE within five (5) 
calendar days of becoming aware of any use or disclosure of PHI in 
violation of this Agreement by the NEMT provider, its officers, directors, 
employees, subcontractors or agents or by a third party to which the 
NEMT provider disclosed PHI; 

o Specify in its agreements with any agent or subcontractor that will have 
access to PHI that such agent or subcontractor agrees to be bound by the 
same restrictions, terms and conditions that apply to the NEMT provider 
pursuant to the TENNCARE CRA and TSA; 

o Make available to TENNCARE members the right to amend their PHI 
data in accordance with the federal HIPAA regulations. VSHP shall also 
send information to members educating them of their rights and necessary 
steps in this regard; 

o Make a member’s PHI data accessible to TENNCARE immediately upon 
request by TENNCARE; 

o Make available to TENNCARE within ten (10) calendar days of notice by 
VSHP and/or TENNCARE to Southeastrans such information as in the 
NEMT provider’s possession and is required for TENNCARE to make the 
accounting of disclosures required by 45 CFR 164.528. At a minimum, the 
NEMT provider shall provide Southeastrans, VSHP and/or TENNCARE 
with the following information: 

 The date of disclosure; 
 The name of the entity or person who received the HIPAA 

protected information, and if known, the address of such entity or 
person; 

 A brief description of the PHI disclosed, and 
 A brief statement of the purpose of such disclosure which includes 

an explanation of the basis for such disclosure. 
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o In the event that the request for an accounting of disclosures is submitted 
directly to Southeastrans, Southeastrans shall within two (2) business days 
forward such request to VSHP and/or TENNCARE. It shall be 
TENNCARE’s responsibility to prepare and deliver any such accounting 
requested. Additionally, the NEMT provider shall institute an appropriate 
record keeping process and procedures and policies to enable the NEMT 
provider to comply with the requirements of this Section; 

o Make its internal policies and procedures, records and other 
documentation related to the use and disclosure of PHI available to the 
U.S. Secretary of Health and Human Services for the purposes of 
determining compliance with the HIPAA regulations upon request. 

o Create and adopt policies and procedures to periodically audit adherence 
to all HIPAA regulations, and for which the NEMT provider 
acknowledges and promises to perform, including but not limited to, the 
following obligations and actions: 

 Use administrative, physical, and technical safeguards that 
reasonably and appropriately protect the confidentiality, integrity, 
and availability of the PHI Southeastrans creates, receives, 
maintains, or transmits on behalf of VSHP and/or TENNCARE. 

 Agree to ensure that any agent, including a subcontractor, to whom 
it provides PHI that was created, received, maintained, or 
transmitted on behalf of VSHP and/or TENNCARE agrees to use 
reasonable and appropriate safeguards to protect the PHI. 

 Agree to report to VSHP and/or TENNCARE’s privacy officer as 
soon as possible but within two (2) business days any unauthorized 
use or disclosure of member PHI not otherwise permitted or 
required by HIPAA. Such immediate report shall include any 
security incident of which the NEMT provider becomes aware that 
represents unauthorized access to unencrypted computerized data 
and that materially compromises the security, confidentiality, or 
integrity of member PHI maintained by the Southeastrans. The 
NEMT provider shall also notify VSHP and/or TENNCARE’s 
privacy officer within two (2) business days of any unauthorized 
acquisition of member PHI by an employee or otherwise 
authorized user of the Southeastrans or the NEMT provider’s 
system. 

o If feasible, return or destroy all PHI, in whatever form or medium 
(including any electronic medium) and all copies of any data or 
compilations derived from and allowing identification of any individual 
who is a subject of that PHI upon termination, cancellation, expiration or 
other conclusion of the Agreement, and in accordance with TENNCARE 
CRA and TSA. The NEMT provider shall complete such return or 
destruction as promptly as possible, but not later than thirty (30) days after 
the effective date of the termination, cancellation, expiration or other 
conclusion of the Agreement, including but not limited to, the provisions 
in TENNCARE CRA and TSA. The NEMT provider shall identify any 
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PHI that cannot feasibly be returned or destroyed. Within such thirty (30) 
days after the effective date of the termination, cancellation, expiration or 
other conclusion of the Agreement, including but not limited to, the 
provisions in TENNCARE CRA and TSA the NEMT provider shall: (1) 
certify on oath in writing that such return or destruction has been 
completed; (2) identify any PHI which can not feasibly be returned or 
destroyed; and (3) certify that it will only use or disclose such PHI for 
those purposes that make its return or destruction infeasible; 

o Implement all appropriate administrative, technical and physical 
safeguards to prevent the use or disclosure of PHI other than pursuant to 
the terms and conditions of this Agreement and, including but not limited 
to, confidentiality requirements in 45 CFR Parts 160 and 164; 

o Set up appropriate mechanisms to limit use or disclosure of PHI to the 
minimum necessary to accomplish the intended purpose of the use or 
disclosure; 

o Create and implement policies and procedures to address present and 
future HIPAA regulation requirements as needed to include: use and 
disclosure of data; de-identification of data; minimum necessity access; 
accounting of disclosures; patients rights to amend, access, request 
restrictions; and right to file a complaint; 

o Provide an appropriate level of training to its staff and members regarding 
HIPAA related policies, procedures, member rights and penalties prior to 
the HIPAA implementation deadlines and at appropriate intervals 
thereafter; 

o Track training of NEMT provider staff and maintain signed 
acknowledgements by staff of Southeastrans’ HIPAA policies; 

o Be allowed to use and receive information from VSHP and/or 
TENNCARE where necessary for the management and administration of 
the NEMT Agreement and to carry out business operations; 

o Be permitted to use and disclose PHI for the NEMT provider’s own legal 
responsibilities; 

o Adopt the appropriate procedures and access safeguards to restrict and 
regulate access to and use by NEMT provider employees and other 
persons performing work for Southeastrans to have only minimum 
necessary access to personally identifiable data within their organization; 

o Continue to protect personally identifiable information relating to 
individuals who 

o are deceased; 
o Be responsible for informing its members of their privacy rights in the 

manner specified under the regulations; 
o Make available PHI in accordance with 45 CFR 164.524; 
o Make available PHI for amendment and incorporate any amendments to 

protected health information in accordance with 45 CFR 164.526; and 
o Obtain a third (3rd) party certification of their HIPAA transaction 

compliance ninety (90) calendar days before the start date of operations. 
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• The NEMT provider shall track all security incidents as defined by HIPAA, and, 
as required by TENNCARE CRA and TSA, Southeastrans and the NEMT 
provider periodically report in summary fashion such security incidents. 
Southeastrans and/or the NEMT provider shall notify TENNCARE’s privacy 
officer within two (2) business days of any security incident that would constitute 
a “breach of the security of the system” as defined in TENNCARE CRA, TSA 
and Tennessee Code Annotated (TCA) 47-18-2107. 

• TENNCARE and Southeastrans are “information holders” as defined in 
TENNCARE CRA, TSA, and TCA 47-18-2107. In the event of a breach of the 
security of Southeastrans or the NEMT providers information system, as defined 
by TCA 47-18-2107, the NEMT provider and/or Southeastrans shall indemnify 
and hold TENNCARE harmless for expenses and/or damages related to the 
breach. Such obligations shall include but not be limited to mailing notifications 
to affected members. Substitute notice to written notice, as defined by TCA 47-
18-2107(e)(2) and (3), shall only be permitted with TENNCARE’s express 
written approval. 

• In accordance with HIPAA regulations, TENNCARE shall, at a minimum, adhere 
to the following guidelines: 

o Make its individually identifiable health information available to members 
for amendment and access as specified and restricted under the federal 
HIPAA regulations; 

o Establish policies and procedures for minimum necessary access to 
individually identifiable health information with its staff regarding MCO 
administration and oversight; 

o Adopt a mechanism for resolving any issues of non-compliance as 
required by law; and 

o Establish similar HIPAA data partner agreements with its subcontractors 
and other business associates. 

 
 
Pick Up and Delivery Standards 
 
Southeastrans understands that on-time performance is the leading indicator of member 
and healthcare provider satisfaction within the NEMT Program.  The importance of 
providing transportation services in a timely and safe manner are key points of emphasis 
in Southeastrans Provider Orientation Training and in the NEMT Provider contracts.  
Southeastrans will ensure that the pickup and delivery standards set forth in its agreement 
with VSHP are met as listed below; 
 

• Arrival on time for scheduled pickup will be standard practice.  Arrival before the 
scheduled pick up is permitted; however, a member(s) will not be required to 
board the vehicle before the scheduled pick-up time, however they may board if 
the member(s) and driver both agree.   

• The NEMT driver will make their presence known to the member and wait until 
at least five (5) minutes after the scheduled pick-up time. If the member is not 
present five (5) minutes after the scheduled pick-up time, the driver will notify 
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their dispatcher and NEMT provider will notify Southeastrans before departing 
from the pick-up location. 

• NEMT providers and drivers will provide, at a minimum, the approved level of 
service (curb-to-curb, door-to-door, or hand-to-hand).  

• The NEMT provider will ensure that member(s) are transported to and from 
appointments on time.  Any deviation from the scheduled time of more than ten 
(10) minutes is not acceptable as timely service.  For return trips from an 
appointment, the NEMT provider will arrive at pre-arranged times for the return 
leg of the trip. If there is no pre-arranged time for the return leg of the trip, the 
vehicle shall arrive within one (1) hour from the time the NEMT provider 
receives notice that member is ready to be picked up.  

• The NEMT provider will ensure that if the driver will not arrive on time to the 
pick-up location, the driver shall notify the dispatcher, and the member is 
contacted. 

• The NEMT provider will ensure that if the driver will not arrive on time to an 
appointment, the driver shall notify the dispatcher, and the provider is contacted. 

• In multiple load situations, the NEMT provider will ensure that no member(s) is 
forced to remain in the vehicle more than one (1) hour longer than the average 
travel time for direct transport from point of pick up to destination. 

• The NEMT provider will ensure the delivery of member(s) to their destinations 
(in accordance to the manifest) on time for their scheduled appointments. 

• The NEMT provider will advise Southeastrans of any unreported Standing Order 
re-routes due to weather, holiday(s) or any other unforeseen event. 

• Southeastrans may require NEMT providers to give the status of a vehicle, 
including expected arrival times and each interim pick-up and drop-off location. 
NEMT providers must immediately notify Southeastrans’ dispatcher of any 
impending delay in pick up or drop off so that all appropriate parties can be 
notified in advance of the delay.  If Southeastrans deems it in the best interest of 
the member(s), Southeastrans will dispatch another vehicle to expedite the trip. 

• The NEMT provider will monitor trips to ensure member(s) are delivered home in 
a timely manner from appointments. 

• The NEMT driver may refuse transportation when the member, his/her escort, or 
an accompanying adult (for a member under age eighteen (18)), according to a 
reasonable person’s standards, is noticeably indisposed (disorderly conduct, 
indecent exposure, intoxicated), is armed (firearms), is in possession of illegal 
drugs, knives and/or other weapons, commits a criminal offense, or is in any other 
condition that may affect the safety of the driver or persons being transported. 
Southeastrans will ensure that if a NEMT driver refuses to transport a member the 
NEMT driver immediately notifies their dispatcher, and the dispatcher notifies 
Southeastrans. 

• The NEMT provider will ensure that in the event of an incident or accident that 
the NEMT driver notifies the NEMT provider immediately to report the incident 
or accident and that, if necessary, alternative transportation is arranged. The 
NEMT provider is required to immediately notify Southeastrans of any incident 
or accidents. 
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Southeastrans’ trip management software captures and compares scheduled pick-up and 
drop-off times with actual service delivery times as reported on the NEMT provider’s 
Trip Reimbursement Form.  The Trip Reimbursement Form shall be completed by 
NEMT Drivers at the time of service and signed by the member or a representative of the 
healthcare provider to assure accurate reporting. If the member and the healthcare 
provider refuse to sign the Trip Reimbursement Form, the NEMT Driver should 
document the name of the individuals who were asked to sign, but refused. All actual 
pick-up and drop-off times are entered into Southeastrans’ trip management software 
during the trip reconciliation and payment approval process.  
 
Southeastrans’ Trip Management software generates reports on all NEMT Providers 
comparing scheduled and actual trip times on a daily, weekly, or monthly basis.  A Pick-
up and Delivery Standards Report will be submitted by the Southeastrans IT Department 
to VSHP monthly documenting the number and percentage of pick-ups that were missed 
by the NET Provider, pick-ups or drop-offs that were late, drop-offs where the member 
missed an appointment, and the average amount of time that the pick-ups or drop-offs 
were late.  This information shall be provided by NET Provider, mode of transportation, 
and by county. NEMT Providers who fall below the on-time performance requirement as 
stipulated by TENNCARE will receive a notice from Southeastrans of substandard 
performance.  In this notice, the NEMT Provider will be required to develop a corrective 
action plan outlining the steps they will take to improve their on-time performance.   
 
Southeastrans will conduct a “coach and counsel” meeting with NEMT Providers who 
have repetitive substandard on-time performance problems.  During this remedial training 
session, Southeastrans will reiterate the importance of on-time performance, assist the 
NEMT Provider in identifying operational problems that may be contributing to the 
unacceptable number of late trips, and review the provider’s corrective plan of action.  If 
the NEMT Provider is taking appropriate action to improve on-time performance but 
continues to fall below the pick-up and delivery standards, Southeastrans reserves the 
right to reduce the NEMT Providers number of trip assignments and reassign trips to 
other NEMT Providers until their performance improves to an acceptable level.   
 
NEMT Providers who do not submit acceptable corrective action plans, who fail to 
implement their approved corrective action plan, or who continue to have unacceptable 
levels of performance after “coach and counseling” may be removed from the NEMT 
provider network.  Southeastrans may also assess liquidated damages against NEMT 
providers who fall below the acceptable levels of on-time performance. 
 
 
General NEMT Vehicle Requirements 
 
All vehicles utilized by a NEMT provider in the performance of transportation under its 
agreement with Southeastrans must meet the requirements listed below.  Each vehicle is 
subject to an initial and annual inspections by Southeastrans, or VSHP as well as random 
inspections at its sole discretion.  Any vehicle failing to meet any of the listed 
requirements, at any time, will be removed from service until repairs or replacements are 
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made which allow the vehicle to operate in conformance and has been re-inspected and 
approved by Southeastrans. 
The NEMT provider shall ensure that all vehicles meet or exceed applicable federal, 
state, and local requirements and manufacturer’s safety, mechanical, operating, and 
maintenance standards.  

All vehicles, except for fixed route vehicles and ambulances, shall meet the following 
requirements: 

• The number of persons in the vehicle, including the driver, shall not exceed the 
vehicle manufacturer’s approved seating capacity. 

• NEMT provider shall only utilize their own leased or owned vehicles and shall 
not sublet or arrange for transportation under its agreement with Southeastrans 
from any third party. 

• Each vehicle must include a vehicle information packet to be stored in the driver 
compartment or securely stored on or in the driver’s side visor.  This packet shall 
include the following: 

o Vehicle registration 

o Current Insurance identification cards 

o Accident procedures and forms approved by Southeastrans. 

• All vehicles shall have adequately functioning heating and air-conditioning 
systems. 

• All vehicles shall have functioning, clean and accessible seat belts for each 
passenger seat position.  All vehicles shall have an easily visible interior sign that 
states: “ALL PASSENGERS SHALL USE SEAT BELTS”. Seat belts shall be 
stored off the floor when not in use. 

• Each vehicle shall use child safety seats in accordance with state law. 

•  All vehicles shall have at least two (2) seat belt extensions. 

• For use in emergency situations, each vehicle shall be equipped with at least one 
(1) seat belt cutter that is kept within easy reach of the driver. 

• All vehicles shall have functioning interior light(s) within the passenger 
compartment. 

• All vehicles shall have an accurate, operating speedometer and odometer. 

• All vehicles shall have two (2) exterior rear view mirrors, one (1) on each side of 
the vehicle. 

• All vehicles shall be equipped with an interior mirror for monitoring the 
passenger compartment. 

• The exterior of all vehicles shall be clean and free of broken mirrors or windows, 
excessive grime, major dents, or paint damage that detract from the overall 
appearance of the vehicles. 
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• The interior of all vehicles shall be clean and free of torn upholstery, floor or 
ceiling covering; damaged or broken seats; protruding sharp edges; dirt, oil, 
grease or litter; or hazardous debris or unsecured items.  

• All vehicles shall be smooth riding, so as not to create member discomfort. 

• All vehicles shall have the NEMT provider’s business name and telephone 
number decaled on at least both sides of the exterior of the vehicle. The business 
name and phone number shall appear in lettering that is a minimum of three 
inches in height and of a color that contrasts with its surrounding background. 

• To comply with confidentiality requirements, no words may be displayed on the 
vehicle that implies that TENNCARE members are being transported. The name 
of the NEMT provider’s business may not imply that BlueCare/TennCareSelect 
members are being transported. 

• The vehicle license number, NEMT business phone number, Southeastrans, and 
Southeastrans’ toll-free phone number shall be prominently displayed on the 
interior of each vehicle. This information and the complaint procedures shall be 
clearly visible and available in written format (at a minimum, in English and 
Spanish) in each vehicle for distribution to members upon request. 

• The vehicle shall have a current inspection sticker issued by Southeastrans on the 
outside of the passenger side rear window in the lower right corner. 

• Smoking shall be prohibited in all vehicles at all times. All vehicles shall have an 
easily visible interior sign that states: “NO SMOKING”. 

• All vehicles shall be equipped with a first aid kit stocked with antiseptic cleansing 
wipes, triple antibiotic ointment, assorted sizes of adhesive and gauze bandages, 
tape, scissors, latex or other impermeable gloves, and sterile eyewash. 

• Each vehicle shall contain a current map of the applicable geographic area with 
sufficient detail to locate member and healthcare provider addresses. 

• Each vehicle shall be equipped with a regulation size Class B chemical type fire 
extinguisher. The fire extinguisher shall have a visible, current (up-to-date) 
inspection tag or sticker showing an inspection of the fire extinguisher by the 
appropriate authority within the past twelve (12) months. The extinguisher shall 
be mounted in a bracket located in the driver’s compartment and be readily 
accessible to the driver and passenger(s). 

• Each vehicle shall be equipped with a “spill kit” that includes liquid spill 
absorbent, latex or other impermeable gloves, hazardous waste disposal bags, 
scrub brush, disinfectant and deodorizer. 

• Each vehicle shall be equipped with emergency triangles. 

• Each vehicle that is required to stop at all railroad crossings shall have a railroad 
crossing decal that says that the vehicle stops at all railroad crossings. 

• Each vehicle shall have a real-time link, telephone or two-way radio. Pagers are 
not acceptable as a substitute. 
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• Each vehicle’s floor must be covered with commercial anti-skid, ribbed rubber 
flooring or carpeting.  Ribbing in vehicles equipped to transport wheelchair 
members shall not interfere with wheelchair movement between the lift and the 
wheelchair positions. 

• Each vehicle that requires a step up for entry must include a retractable step or 
running board (installed per manufacturer’s directions) as approved by 
Southeastrans to aid in member boarding.  The step stool shall be used to 
minimize ground-to-first-step heights, should have four legs with anti-skid tips, be 
made of sturdy metal with non-skid treat, with a height of 8.25”, a width of 15” 
and a depth of 14” or an equally suitable replacement.  Under no circumstances 
shall a milk crate or similar substitute be considered a viable alternative for a step 
stool.  .  

The NEMT provider shall ensure that any vehicle used to cross a state’s border complies 
with any and all applicable federal, state (State of Tennessee and/or other state), and local 
requirements. 

The NEMT provider shall ensure that all vehicles transporting members with disabilities 
comply with applicable requirements of the Americans with Disabilities Act (ADA), 
including the accessibility specifications for transportation vehicles. 
 
 
Use of Child Safety Seats 
 
All NEMT providers must adhere to federal, state, and local laws and regulations 
concerning the use of child safety seats.  The NEMT provider must provide the 
appropriate type of child safety seat based on the guidelines listed below if the parent or 
guardian does not have one available.  If the appropriate child safety seat is not available, 
the trip cannot be completed as scheduled and the NEMT provider should immediately 
contact Southeastrans.  
The Tennessee state law on child safety seats use (as of February 2008) is listed below: 

• Children under one (1) year of age, or any child, weighing twenty (20) pounds or 
less, must be secured in a child passenger restraint system in a rear facing 
position, meeting federal motor vehicle safety standards, in a rear seat, if 
available, or according to the child safety restraint system or vehicle 
manufacturer's instructions. (Note: If the child safety seat has a higher rear-
facing weight rating, usually 30 or 35 pounds, it may be continued to be used in a 
rear-facing position so long as the child's weight permits. Check the 
manufacturer’s instructions accompanying the child safety seat for more 
information.)  

• Children age one (1) through age three (3), and weighing more than twenty (20) 
pounds, must be secured in a child safety seat in a forward facing position in the 
rear seat, if available, or according to the child safety restraint system or vehicle 
manufacturer's instructions.  

• Children age four (4) through age eight (8), and measuring less than four feet 
nine inches (4'9") in height, must be secured in a belt-positioning booster seat 
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system, meeting federal motor vehicle safety standards in the rear seat, if 
available, or according to the child safety restraint system or vehicle 
manufacturer's instructions. (Note: If the child is not between age four (4) and 
age eight (8), but is less than four feet nine inches (4'9") in height, he/she must 
still use a seat belt system meeting federal motor vehicle safety standards.)  

• Children age nine (9) through age twelve (12), or any child through twelve (12) 
years of age, measuring four feet nine inches (4'9") or more in height, must be 
secured in a seat belt system. It is recommended that any such child be placed in 
the rear seat, if available. (Note: If the child is not between age nine (9) and age 
twelve (12), but is four feet nine inches (4'9") or more in height, he/she must still 
use a seat belt system meeting federal motor vehicle safety standards.)  

• Children age thirteen (13) through age fifteen (15) must be secured by using a 
passenger restraint system, including safety belts, meeting federal motor vehicle 
safety standards.  

• Provision is made for the transportation of children in medically prescribed 
modified child restraints. A copy of Doctor's prescription is to be carried in the 
vehicle utilizing the modified child restraint at all times.  

• The driver of the car is responsible for making sure that children under age 
sixteen (16) are properly restrained and may be charged and fined $50.00 for 
violation of the law. If the child's parent or legal guardian is present in the car 
but not driving, the parent or legal guardian is responsible for making sure that 
the child is properly transported and may be fined for non-compliance.  

• Police officers observing violations of this law are permitted to stop drivers and 
take enforcement action. PLEASE PROPERLY RESTRAIN CHILDREN 

 
 

Wheelchair Vehicle Requirements 
 
All NEMT providers shall ensure that vehicles used to transport wheelchair members 
(“Wheelchair Vehicle”) must comply with the ADA requirements in effect at the time of 
the vehicle’s construction, and at a minimum, meet the additional requirements listed 
below.  Each Wheelchair Vehicle is subject to an initial and annual inspection by 
Southeastrans, as well as interim inspections as required by Southeastrans or VSHP at its 
sole discretion.  Any Wheelchair Vehicle failing to meet all of the listed requirements, at 
any time, are subject to being removed from service until repairs or replacements are 
made which allow the Wheelchair Vehicle to operate in conformance with the listed 
requirements.   

• Each wheelchair vehicle must maintain a floor-to-ceiling height clearance of at 
least fifty-six (56) inches in the passenger compartment. 

• Each wheelchair vehicle must have an engine wheelchair lift interlock system 
which requires the Wheelchair Vehicle’s transmission to be placed in park and 
emergency brake engaged to prevent movement when the lift is deployed. 
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• Each wheelchair vehicle must have a hydraulically or electro-mechanically 
powered wheelchair lift, which is mounted so as not to impair the structural 
integrity of the vehicle and meets the following specifications: 

o is capable of elevating and lowering a 600-pound load and shall not cause 
the outer edge of the lift to sag or tilt downwards more than one inch, nor 
shall the platform deflection be more than three (3) degrees under a 600-
pound load; 

o the lift platform is at least thirty (30) inches wide and forty-eight (48) 
inches long; 

o the lift platform shall not have a gap between the platform surface and the 
roll-off barrier greater than 5/8 of an inch.  When raised, the gap between 
the platform and the vehicle floor shall not exceed 1/2 inch horizontally 
and 5/8 inch vertically; 

o the lift controls shall be operable and accessible from inside and outside 
the vehicle and shall be secure from accidental or unauthorized operation; 

o the lift shall be powered from the vehicle electrical system.  In the event of 
a power failure, the lift platform shall be able to be raised/lowered 
manually with members and shall provide a method to slow free-fall in the 
event of power or component failure; 

o the lift operation shall be smooth without any jerking motion.  Movement 
shall be less than or equal to six (6) inches per second during lift cycle and 
less than or equal to twelve (12) inches per second during stowage cycle; 

o when in storage in the passenger compartment, the lift platform shall not 
be capable of falling out of or into the vehicle, even if the power should 
fail; 

o all sharp edges of the lift structure which might be hazardous to members 
shall be padded or must be ground smooth; 

o the lift platform shall have a properly functioning, automatically engaged, 
anti-roll-off barrier, with a minimum of one inch on the outbound end, to 
prevent ride over; 

o it is preferable, but not required, that the platform, when in a stored 
position, not intrude into the body of the vehicle more than twelve (12) 
inches and shall be equipped with permanent vertical side plates to a 
height of at least two (2) inches above the platform surface; 

o the lift platform surface shall be of a non-skid expanded metal mesh or 
equivalent, to allow for vision through the platform; and 

o the lift shall be furnished with reflector tape on each side except the side 
adjacent to the vehicle and all step edges, thresholds and the boarding 
edge of lift platform; 

o the lift platform on vehicles must be equipped with a handrail on both 
sides of the lift platform for the purpose of loading or unloading 
ambulatory members.  The handrail shall meet the following requirements: 

 maximum height range 30 to 38 inches; 
 knuckle clearance hand hold 1 ½ inch minimum; 
 be able to withstand force of 100 pounds; and 
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 the handrail shall not reduce the lift platform width below thirty 
(30) inches. 

• Each wheelchair vehicle entrance door shall: 
o maintain a minimum vertical clearance of 56 inches and a minimum clear 

door opening of 30 inches wide; 
o have no lip or protrusion at the door threshold of more than 1/2 inch; and 
o be equipped with straps or locking devices to hold the door open when the 

lift is in use. 
o it is preferable, but not required that the side door be the wheelchair 

entrance. 
• Each wheelchair vehicle shall have a wheelchair securement device(s) (or “tie 

down”) that complies with applicable ADA standards for each wheelchair 
position.  Each restraint device shall: 

o be placed as near to the accessible entrance as practical, providing clear 
floor area of 30 inches by 48 inches.  Up to 6 inches may be under another 
seat if there is 9 inches height clearance from floor.  All wheelchairs shall 
be forward facing 

o be tested to meet a 30 MPH/20GM standard; 
o securely restrain the wheelchair during transport from movement forward, 

backward, laterally and overturning movements in excess of 2 inches; 
o be adjustable to accommodate all wheelbases, tires (including pneumatic) 

and motorized wheelchairs; 
o be a lock/belt system or both and must meet ADA requirements.  If a belt 

system is used, the cargo strap shall be retractable or stored on a mounted 
clasp or in a storage box when not in use.  A tract mounting lock system 
on the floor for wheelchair securement shall be flush with the floor so as 
not to be an obstruction or become a tripping hazard.  In all cases the 
straps shall be stored properly when not in use; and 

o provide seatbelts and shoulder harnesses that are attached to the floor or to 
the sidewall of the vehicle, which shall be capable of securing both the 
member and the wheelchair. 

• The system utilized may accommodate scooter-type wheelchairs.  However, 
members utilizing these devices shall be required to dismount from the device and 
be seated in a passenger seat and secured in the same manner as other members.  

 

Invalid Vehicle and Ambulance Requirements  
 
All NEMT providers utilizing any invalid vehicle or ambulance used to cross a state’s 
border shall ensure Southeastrans that the vehicle complies with any and all applicable 
federal, state (State of Tennessee and/or other state), and local requirements. 
  
The NEMT provider shall ensure that all invalid vehicles and ambulances comply with 
the vehicle requirements developed by Southeastrans, which at a minimum shall include 
compliance with applicable federal, state, and local requirements and immediately 
remove any vehicle from service that is out of compliance. 
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The NEMT provider shall ensure that, at minimum, all NEMT vehicles providing a 
NEMT stretcher transport are owned and operated by an entity licensed by the Tennessee 
Department of Health (DOH) to provide invalid services, have an active valid permit 
issued by DOH as a ground invalid vehicle, and comply with DOH’s requirements for 
ground invalid vehicles and immediately remove any vehicle from service that is out of 
compliance. 
 
The NEMT provider shall ensure that, except as otherwise permitted by State of 
Tennessee law, all ambulances are owned and operated by an entity licensed by DOH to 
provide ambulance services, have an active valid ambulance permit from DOH, and 
comply with DOH’s requirements for ambulances. The NEMT provider shall also ensure 
that vehicles comply with any applicable local requirements and immediately remove any 
vehicle from service that is out of compliance. 
 
The NEMT provider shall at the request of Southeastrans provide documentation of listed 
permits, licenses, etc. 
 

Provisions Specific to Ambulance Services  
 
Ambulance services licensed by the Tennessee Department of Health have alternative 
requirements for meeting the TENNCARE NEMT requirements.  Listed below are the 
alternative requirements specific to licensed ambulance services. 
   

1) Social Security Numbers – Ambulance services are not required to provide 
SSN on the Provider Employee List unless you are requesting Southeastrans to 
coordinate the criminal background check process for your employees.  
Ambulance services should list their employee’s driver’s license number in lieu of 
the SSN. 

 
2) Vehicle Inspections – Southeastrans and BCBST have agreed to accept TN 

Department of Health vehicle inspection documents as evidence of vehicle 
compliance with TENNCARE vehicle requirements.  Ambulance services must 
submit copies of their most recent state inspection forms including mechanical 
inspection forms, as part of their application package.  The TN DOH EMS 
Division shall provide copies of future ambulance vehicle inspections as they 
occur. 

 
3) Driver Age Requirements – While TENNCARE allows NEMT Drivers to be 

18 years of age, TN DOH requires all ambulance drivers to be at least 19 years of 
age.  Since the DOH age requirement exceeds the TENNCARE age 
requirement, this is not considered a conflict that requires an alteration in 
provider requirements.  Southeastrans’ age requirement is 21 for NEMT 
providers, but we shall review and approve any EMS employee younger than 21 
on a case-by-case basis after reviewing their driving record. 
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4) Driver Training Requirements – The Bureau of TENNCARE requires 32 
hours of driver training for all NEMT providers including ambulance services.  
Ambulance service personnel may submit any specialized driver training courses 
they have successfully completed for inclusion toward the 32-hour training 
requirement.  Southeastrans shall review and approve all training credentials and 
certifications on a case-by-case basis. 

 
5) Vehicle Standards – Ambulance services are not required to meet the list of 

items listed under the General Vehicle Standards section.   
 
 
All other requirements for providing non-emergency transportation services to 
BlueCare/TennCareSelect members remain unchanged.  These requirements were 
established by the Bureau of TENNCARE and apply to all transportation services and 
agencies rendering service to BlueCare/TennCareSelect members. 

 

NEMT Driver Conduct Standards      

The requirements listed below shall apply to all NEMT drivers of vehicles other than 
fixed route vehicles and ambulances. 
          
• Drivers must be courteous, patient, and helpful to all members. 
• Drivers must be neat and clean in appearance. 
• No driver shall use or be under the influence of alcohol, narcotics, illegal drugs or any 

drugs or prescription medications that must or may impair ability to perform while on 
duty and no driver shall abuse alcohol or drugs at any time. 

• No driver shall touch any member, except as appropriate and necessary to assist the 
member into or out of a facility or the vehicle, into a seat and to secure the seatbelt or 
as necessary to render first aid or assistance for which the driver has been trained. 

• Upon arrival at the destination, the driver shall park the vehicle so that the member 
does not have to cross streets to reach the entrance of the destination. 

• Drivers shall visually confirm that the enrollee is inside the destination. 
• Drivers must wear easily readable, official Southeastrans identification badges. If the 

NEMT provider has its own identification badge it must be pre-approved by the 
Southeastrans. If the transportation provider does not have identification badges 
available for its staff, Southeastrans shall issue badges to NEMT provider.  The 
badges must be dispersed to all appropriate staff members. All badges must be worn 
on authorized driver’s outerwear in plain sight between the neckline and the waist. 

• Drivers shall not engage in any behavior or practices that shall subject TENNCARE, 
VSHP or Southeastrans to charges against protected groups. 

• At no time shall drivers smoke, eat or consume any beverage while in the vehicle or 
while involved in assisting member(s) from entering or exiting the vehicle or while in 
the presence of any member(s). 

• Drivers shall not wear any type of headphones at any time while on duty, with the 
exception of hands-free headsets for mobile telephones. Mobile telephones may only 
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be used for communication with the NEMT provider, the dispatcher, or 
Southeastrans. 

• Cell phones are not to be used unless responding to a dispatcher call or making an 
emergency call. 

• Drivers must provide an appropriate level of assistance to a member when requested 
or when necessitated by the member’s mobility status or personal condition. This 
includes curb-to-curb, door-to-door, and hand-to-hand service, as required. 

• Drivers must regulate heat and air inside the vehicle during operations at a 
temperature suitable to the climate conditions outside for member comfort. 

• Drivers must exit the vehicle to open and close vehicle doors when members enter or 
exit the vehicle and provide assistance as necessary to or from the main door of the 
place of destination, except when to do so would endanger the driver’s health and 
safety and that of other passengers on the van. 

• Drivers must properly identify and announce their presence at the building of the 
specified pick-up location if a curbside pick-up location is not apparent, except when 
to do so would endanger the driver’s health and safety and that of the other 
passengers on the vehicle.  Horn blowing is an acceptable method of identification 
and announcement when the above-mentioned circumstances are the case. 

• Drivers must assist all passengers in the process of being seated; including the 
fastening of seatbelts and the securing of infants and children in properly installed 
child safety seats in accordance with state laws and regulations, and properly securing 
passengers in wheelchairs.  Drivers must visually confirm, prior to allowing the 
vehicle to proceed, that all passengers, wheelchairs and wheelchair passengers are 
properly secured in their seats. 

• Drivers will not leave an enrollee unattended at any time. 
• Drivers must assist all passengers in the process of exiting the vehicle and in moving 

to the building access area of the passenger’s destination.  Drivers shall confirm, prior 
to vehicle departure, that the delivered passenger is safely inside his/her destination. 

• If an enrollee or other passenger’s behavior or any other condition impedes the safe 
operation of the vehicle, the driver will park the vehicle in a safe location out of 
traffic, notify the NEMT provider/dispatcher, and request assistance. 

• Drivers must provide verbal directions and support to all passengers.  Such assistance 
shall also apply to the movement of wheelchairs and mobility-limited persons as they 
enter or exit the vehicle using the wheelchair lift.  Such assistance shall include but is 
not limited to the proper stowing and securing of mobility aids and infant seats. 

• Drivers will not be responsible for any passenger or members’ personal items left on 
the vehicle, however if found it must be returned to the appropriate person or 
organization and reported to Southeastrans.  

 
 
The NEMT provider shall ensure that NEMT drivers immediately notify the NEMT 
provider and that the NEMT provider immediately notifies Southeastrans if a driver is 
arrested for, charged with, or convicted of a criminal offense that would disqualify the 
driver under the agreement with Southeastrans. 
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Southeastrans Compliance Officers will observe NEMT Providers as they render service 
to TENNCARE members to assure that NEMT drivers adhere to these conduct standards.  
Drivers will also be evaluated for compliance with conduct standards during the required 
annual road test.  Any driver who fails to comply with the conduct standards will be 
issued a notice of non-compliance. Southeastrans reserves the right to require a non-
compliant driver to attend a coach and counsel session conducted by Southeastrans and/or 
to attend remedial training.  Drivers with more than 2 incidents of non-compliance or 
who fail to complete required remedial training will not be allowed to continue as a 
NEMT Driver within the Southeastrans provider network.   
 

 
NEMT Driver Requirements    
 
All drivers used in performance of services must, at a minimum, meet the qualifications 
listed below.  Each driver’s record and qualifications are subject to an initial and annual 
inspection by Southeastrans, as well as interim inspections as required by TENNCARE, 
VSHP or Southeastrans in its sole discretion.  Any driver failing to meet all of the listed 
qualifications, at any time, shall be prohibited from providing service under the NEMT 
Provider Agreement. 
 

• Drivers shall not engage in any behavior practices that shall subject TENNCARE, 
VSHP or Southeastrans to charges against protected groups.   

• Southeastrans reserves the right to disallow any driver from performing services. 
• Drivers that are not U. S. citizens must provide a work visa approved by the U. S. 

Department of Homeland Security. 
• Drivers must be at least 18 years of age and have current valid Tennessee Class D 

driver license with F (for hire endorsement) or commercial driver license (Class 
A, B, or C) issued by the State of Tennessee or the equivalent licensure issued by 
the driver’s state of residence. 

• Drivers must meet the State of Tennessee requirements regarding proof of 
financial responsibility and/or insurance. 

• Drivers that cross a state’s border must comply with any and all applicable 
federal, state (State of Tennessee and/or other state), and local requirements. 

• Personnel contracted by or employed by a NEMT provider to provide medical 
assistance to a member during a non-emergency ambulance trip is licensed by the 
State of Tennessee as an emergency medical technician (EMT) and complies with 
DOH requirements for EMTs. 

• Drivers must pass a physical examination prior to providing services  and have 
additional physical examinations as necessary to ensure that a driver is qualified 
to drive a passenger vehicle (e.g., if the driver has a heart attack or stroke). The 
physical examination shall be at least as extensive as the medical examination 
required by the United States Department of Transportation’s Federal Motor 
Carrier Safety Administration (FMCSA) for commercial drivers. 

• Drivers must be legally licensed to operate the transportation vehicle to which 
he/she is assigned. 
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• Drivers must be trained prior to performing services (e.g. defensive driving, first 
aid, CPR, “spill kit” use, biohazard removal, member assistance, safety and 
sensitivity training).  In addition, each driver shall receive continuing education 
annually in all of the aforementioned training. Furthermore, if the Southeastrans 
deems it necessary Southeastrans may require a driver(s) to be retrained. 

• Southeastrans requires that the NEMT provider shall ensure that criminal 
background checks pursuant to TCA 38-6-109 as well as national criminal 
background checks are conducted for all drivers prior to providing services with 
Southeastrans and every five years thereafter. In addition, the NEMT provider 
shall supply Southeastrans with a random national criminal background checks as 
requested. 

• Drivers must have no prior felony convictions for illegal substance abuse, sexual 
crime or a crime of violence.  Drivers who have been convicted of any other 
felonies during the past five (5) years will drive and/or attend passengers only 
after satisfactory review by TENNCARE, VSHP and Southeastrans.  Drivers that 
have been convicted or found not guilty by reason of insanity of any of the 
disqualifying criminal offenses will not provide services under the Agreement. 

• Drivers will be disqualified from performing services under this Agreement if 
they have been convicted of a criminal offense related to the driver’s involvement 
with Medicare, Medicaid, or the federal Title XX services program (see Section 
1128 of the Social Security Act and 42 CFR 455.106).  Southeastrans will 
perform an initial screening prior to drivers providing services under the 
Agreement. 

• Drivers will be disqualified from performing services under this Agreement if 
they are listed on the Tennessee Sexual Offender Registry or the equivalent 
registry in the state of the driver’s residence.  Southeastrans will perform an initial 
screening prior to drivers providing services under the Agreement and every five 
(5) years thereafter. 

• Drivers will be disqualified from performing services under this Agreement if 
they have been convicted or found not guilty by reason of insanity of any of the 
following disqualifying criminal offenses; any crime involving illegal substance 
abuse, sexual crime, or crime of violence; any felony conviction within the past 
five (5) years; or any one of the following permanent and interim disqualifying 
criminal offenses: 
 
Permanently Disqualifying Criminal Offenses:  
 
A driver or driver applicant has a permanent disqualifying offense if convicted or 
found not guilty by reason of insanity in a civilian or military jurisdiction of any 
of the following felonies:  

1. Espionage  
2. Sedition  
3. Treason  
4. A crime listed in 18 U.S.C Chapter 113B-Terrorism, or a State law that is 

comparable.  
5. A crime involving a transportation security incident  
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6. Improper transportation of a hazardous material under 49 U.S.C. 5124 or a 
State law that is comparable  

7. Unlawful possession, use, sale, distribution, manufacture, purchase, 
receipt, transfer, shipping, transporting, import, export, storage of, or 
dealing in an explosive or explosive device  

8. Murder  
9. Violations of the Racketeer Influenced and Corrupt Organizations Act, 18 

U.S.C. 1961, et seq., or a State law that is comparable, where one of the 
predicate acts found by a jury or admitted by the defendant, consists of 
one of the offenses listed in 4 or 8 of this section.  

10. Assault with intent to murder  
11. Kidnapping or hostage taking  
12. Rape or aggravated sexual abuse  
13. Unlawful possession, use, sale, manufacture, purchase, distribution, 

receipt transfer, shipping, transporting, delivery, import, export of, or 
dealing in a firearm or other weapon  

14. Extortion  
15. Dishonesty, fraud, or misrepresentation, including identity fraud.  
16. Bribery  
17. Smuggling  
18. Immigration violations  
19. Violations of the Racketeer Influenced and Corrupt Organizations Act, 18 

U.S.C. 1961, et seq., or a violation of a comparable state law.  
20. Robbery  
21. Distribution of, possession with intent to distribute, or importation of a 

controlled substance  
22. Arson  
23. Conspiracy or attempt to commit the crimes in this section.  
 

Under Want or Warrant:  
Drivers or driver applicants under want or indictment in any civilian or military 
jurisdiction for any permanent or disqualifying felony listed above are 
disqualified until the want or warrant is released.  

 
• Drivers must pass a drug test prior to providing services and annually thereafter.  

The drug and alcohol testing shall, at a minimum, meet the FMCSA’s alcohol and 
drug testing requirements for motor carriers. 

• Southeastrans requires that NEMT providers shall not utilize drivers who are 
known abusers of alcohol or known consumers of narcotics or prescription 
drugs/medications that would endanger the safety of member(s). If Southeastrans 
suspects a NEMT employee to be driving under the influence of alcohol, narcotics 
or prescription drugs/medications that would endanger the safety of member(s), 
Southeastrans requires that the NEMT provider immediately remove the driver 
from providing service.  Furthermore, Southeastrans requires NEMT providers to 
perform urine screening for traces of illicit drugs for all drivers involved in 
accidents involving a NEMT member. 
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• Southeastrans requires that drivers pass a national driver license background 
check prior to providing services. This initial national driver license background 
check shall, at a minimum, show the following:  

o No conviction within the past ten (10) years for a major moving traffic 
violation such as driving while intoxicated or driving under the influence; 

o No conviction for reckless driving within the previous thirty-six (36) 
month period; 

o No conviction for leaving the scene of a personal injury or fatal accident 
within the previous thirty-six (36) months; 

o No conviction for a felony involving the use of an automobile within the 
previous thirty-six (36) months; 

o Conviction for no more than two (2) minor moving traffic violations such 
as speeding, failure to stop, or improper operation of a motor vehicle 
within the previous thirty-six (36) months; 

o Conviction for no more than one (1) at-fault accident resulting in personal 
injury or property damage within the previous thirty-six (36) months; and 

o Not have a combination of conviction for one (1) at-fault accident 
resulting in personal injury or property damage and conviction for one (1) 
unrelated minor moving traffic violation within the previous thirty-six (36) 
months. 

 
 

• The NEMT provider shall ensure Southeastrans that drivers immediately notify 
the NEMT provider and Southeastrans of any moving traffic violation or if a 
driver’s license is suspended or revoked. 

• Drivers must maintain daily transportation logs (Trip Reimbursement Form) in 
accordance with the instructions listed on page 41. 

• All ambulance drivers and invalid vehicle drivers must comply with applicable 
DOH and local requirements and must prove such compliance by submitting to 
Southeastrans a copy of their certification as an EMT or Paramedic and any other 
certification or documents required by DOH. 

 
It is the NEMT Provider’s responsibility to ensure that its drivers meet the 
aforementioned minimum requirements at all times, however, Southeastrans requires all 
NEMT Providers to submit documentation as evidence of compliance with all driver 
requirements.  Southeastrans will maintain a file on every authorized driver with copies 
of all required documentation.  Additionally, Southeastrans will record and monitor 
expiration dates for all time sensitive documents, certifications, and record requirements 
within our NEMT Provider database.  
 
A report showing any driver documents or requirements with expiration dates within the 
next 30 days will be generated on a monthly basis.  Southeastrans will give NEMT 
Providers written notice of any drivers needing to submit evidence of renewals of 
documents or other required driver standards.  If the required documents are not received 
by the expiration date Southeastrans will issue a 10-day cure letter with a notice of the 
driver’s non-compliance. If the requested documentation is not received by the due date 
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stated in the 10-day cure letter, the driver will be disqualified within Southeastrans’ 
provider network and the NEMT Provider will be issued a “Cease and Desist” letter 
concerning the driver’s authorization to transport TennCare members.  
 
NEMT Providers must notify Southeastrans immediately should any driver or attendant 
fail to meet any of these requirements at any time. NEMT Providers who consistently fail 
to provide proper documentation of driver requirements will be required to submit a 
corrective action plan stating how they will ensure that their drivers remain in compliance 
with TennCare driver standards and how they will ensure that all required evidence of 
compliance with driver standards will be submitted to Southeastrans. NEMT Providers 
who do not submit acceptable corrective action plans, who fail to implement their 
approved corrective action plan, or who continue to have unacceptable levels of 
performance after the corrective action plan may be removed from the NEMT provider 
network.  Southeastrans may also assess liquidated damages against NEMT providers 
who fall below the acceptable levels of performance. 
 
 
NEMT Driver Training 
 
As Volunteer State Health Plan’s (VSHP’s) subcontractor for management of NEMT 
transportation services, Southeastrans shall require all NEMT drivers attend and pass a 
minimum of thirty-two (32) hours of initial driver training sessions prior to driving 
members (These requirements do not apply to drivers of fixed route transportation. 
Drivers of fixed route transportation shall comply with all rules, regulations, policies and 
procedures promulgated by the fixed route carrier, federal, state or local law) in 
accordance with all TENNCARE requirements as specified in the Contractor Risk 
Agreement (CRA) and TennCareSelect Agreement (TSA) including, but not limited to 
the following topics: 
 

• General Orientation to NEMT Services 
• Customer Service, Courtesy, Sensitivity Awareness and Sexual 

Harassment 
• Passenger Assistance Techniques Course 
• Mental health and substance abuse issues; 
• Title VI requirements (Civil Rights Act of 1964); 
• HIPAA privacy requirements 
• ADA requirements 
• Driver conduct training 
• Vehicle orientation and daily inspections 
• Seat belt usage and child restraints 
• National Safety Council of Defensive Driving Course (or approved 

equivalent) 
• Wheelchair securement/safety 
• Record keeping requirements 
• Emergency procedures 
• Emergency evacuation  
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• Handling and reporting accidents and incidents 
• Basic First Aid & CPR (Southeastrans requires CPR training above the 

TENNCARE minimum requirement) 
• Use of a “Spill Kit” and the removal of biohazards 
• Infection control 
• Risk management 
• Communications 
• Annual road tests 
• Reporting member and provider fraud and abuse 

 
Once a NEMT driver successfully completes background checks and all initial training 
requirements, they shall be issued a photo identification badge verifying their status as 
authorized drivers to perform services within the NEMT provider network.  NEMT 
providers shall require NEMT drivers to wear their Southeastrans ID badges whenever 
they are providing transportation services to BlueCare/TennCareSelect members.   
 
Southeastrans shall track all NEMT driver training and certification expiration dates 
within the Southeastrans NEMT database.  Southeastrans shall notify NEMT providers 
and drivers of impending certification expirations and/or notice of their compliance with 
annual training requirements.  Southeastrans shall require NEMT providers to require 
drivers to provide evidence of continuing education requirements as specified in the CRA 
and TSA.  Southeastrans shall routinely offer training classes to accommodate new 
drivers entering the NEMT network as well as drivers needing to complete their annual 
minimum of fifteen (15) hours of annual training requirements. 
 
The Southeastrans Tennessee Call Center shall include a large classroom for conducting 
initial and on-going driver training sessions.  This facility shall therefore have the 
capability to conduct remedial and demand training classes in-house on short notice, if 
necessary to keep a NEMT provider in compliance. Additional courses, refresher 
modules, and remediation shall be provided annually to ensure continued quality service.   
 
NEMT drivers failing to meet all initial or on-going training requirements shall not be 
allowed to operate a vehicle within the NEMT network.  NEMT providers shall receive a 
notice from Southeastrans of any driver who fails to meet all training requirements and 
they shall be instructed to remove that driver from any vehicle operating within the 
NEMT network.  If Southeastrans confirms that an unauthorized driver is operating a 
vehicle within the NEMT network, the NEMT provider may be assessed liquidated 
damages, suspended, or terminated from operating within the NEMT network. 
 
 
NEMT Provider Performance Standards 
 
NEMT provider agrees to comply with the following performance standards when 
providing services: 
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1. NEMT provider shall use only those vehicles that are properly registered to 
NEMT provider and approved for use in performing transportation services for 
TENNCARE members. 

2. NEMT provider shall require the proper use of seatbelts and shoulder restraints by 
all front seat occupants, including the driver.  Rear seatbelts shall be visible, 
available and functional for use by all rear seat occupants.  NEMT provider shall 
make available and require the use of child safety seats for all occupants pursuant 
to Tennessee state requirements. 

3. NEMT provider’s drivers engaged in transportation under the NEMT Provider 
Agreement shall be properly trained to provide safe, courteous and reliable 
transportation at all times.  Drivers shall posses a valid driver’s license and shall 
meet all applicable criteria for such license. 

4. NEMT provider shall provide supportive invoice documentation that shall be 
retained by NEMT provider for five (5) years beyond the duration of the NEMT 
Provider Agreement, including any extensions, unless a legal action requires a 
longer retention period. 

5. NEMT provider shall fully cooperate and direct unrestricted access to information 
with the State or any of the State’s contractors and agents, which includes, but is not 
limited to TENNCARE, OIG, MFCU, DOJ and the HHS OIG, and the Office of 
the Comptroller and any duly authorized governmental agency as well as VSHP 
and Southeastrans to examine and/or audit trip documentation for 
BlueCare/TennCareSelect members and shall assist in examining all requested 
documentation. 

6. NEMT provider shall require drivers performing services on behalf of the NEMT 
provider under the NEMT Provider Agreement to attend driver-training seminars 
as required by Southeastrans. 

 
 

Insurance, Licensure & Certification 
 
The NEMT provider shall have, obtain, and maintain in good standing any Tennessee 
licenses, certificates and permits that are required including, but not limited to, state 
and/or local business licenses and ambulance service license, if applicable, prior to and 
during the performance of work under its agreement with Southeastrans. The NEMT 
provider shall agree to provide Southeastrans with certified copies of all licenses, 
certificates and permits necessary upon request.  
  
The NEMT provider shall, at a minimum, prior to the commencement of work, procure 
the insurance policies identified below at the NEMT providers own cost and expense and 
shall furnish Southeastrans with proof of coverage at least in the amounts indicated. In 
addition, the NEMT provider shall indemnify and hold harmless Southeastrans, VSHP 
and the State from any liability arising out of the NEMT provider’s untimely failure in 
securing adequate insurance coverage as prescribed herein:   
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Workers’ Compensation Insurance policy(ies) must ensure the statutory limits 
established by the General Assembly of the State of Tennessee, or a minimum  of 
$1,000,000.00 (one million) for each accident, disease, each-employee, whichever is 
greater.    
 
Commercial General Liability Policy(ies) as follows: 
 
• Combined Single Limits: $1,000,000 per person / $2,000,000 per occurrence 
• The Commercial General Liability Policy must be on an “occurrence” basis.  
• Liability for property damage in the amount of $1,000,000.00 including contents 

coverage for all records maintained pursuant to the NEMT Provider Agreement. 
• No exclusions for sexual abuse and molestation, assault and battery or punitive 

damages are allowed 
• In addition, the insurance certificate must include the following information: 
 
a. Name and address of authorized agent; 
b. Name and address of insured; 
c. Name of insurance company; 
d. Description of policies; 
e. Policy Number(s); 
f. Policy Period(s); 
g. Limits of Liability; 
h. Name and address of State Agency as certificate holder; 
i. Signature of authorized agent; 
j. Telephone number of authorized agent; 
k. Details of non-filed special policy exclusions in comments section of the 

Certificate of Insurance; 
l. Sixty days notice of cancellation/non-renewal; and 
m. Policy notification requirements for claims (to whom, address and time limits) in 

comments section of the certificate of insurance. 
   
 
Commercial Automobile Liability Insurance 
 
The NEMT provider shall procure and maintain Commercial Automobile Liability 
insurance, which shall include coverage for bodily injury and property damage arising 
from the operation of any owned, non-owned or hired automobile. The Commercial 
Automobile Liability Insurance Policy shall provide not less than $1,000,000 
Combined Single Limits for each occurrence.  Policies must include coverage for 
“any-auto” (Symbol 1) and cannot be restricted to a schedule of vehicles.  No exclusions 
for sexual abuse and molestation, assault and battery or punitive damages are allowed. 
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Accident/Incident/Moving Violations Procedures 

The NEMT provider shall ensure that in the event of an incident or accident, the driver 
notifies their dispatcher or Southeastrans’ dispatcher immediately  to report the incident 
or accident and that, if necessary, alternative transportation is arranged.  If no alternative 
transportation is available from the NEMT provider, the driver must contact 
Southeastrans to arrange for alternative transportation. An incident is defined as an 
occurrence, event, breakdown, or public disturbance that interrupts the trip, causing the 
driver to stop the vehicle, such as a passenger being unruly or ill. 

The NEMT provider will ensure that the driver immediately calls 911 to report the 
accident and to request an ambulance if there is any appearance or complaint of injury to 
passengers or driver. When the ambulance arrives anyone refusing treatment must sign a 
no-treatment no-transport form. Southeastrans must be notified immediately regardless of 
the day or time of day of any vehicle collisions involving NEMT provider vehicles 
transporting member(s) or any other incident resulting in fatality, injury or possible injury 
to member(s) or anyone else. Immediately upon becoming aware of any accident 
resulting in driver or passenger injury or fatality that occurs while providing services 
under the Agreement, Southeastrans will notify BlueCare/TennCareSelect and/or 
TENNCARE. 
 
The NEMT Provider will provide a written accident report along with a police report and 
post-accident drug screen results to Southeastrans within twenty-four (24) hours of the 
accident.  The NEMT Provider will also cooperate with Southeastrans, 
BlueCare/TennCareSelect, and/or TENNCARE during any ensuing investigation.  
 
Southeastrans will maintain its own internal copies of each accident report in the files of 
both the vehicle and the driver involved in the accident.  Police reports associated with 
moving violations will be maintained in the file of the responsible driver.   
 
Southeastrans will also maintain a Provider’s Report Card file which at a minimum 
contains a summary level review of provider issues including accidents, incidents, 
moving violations, and other compliance related matters.  This report will be maintained 
by Southeastrans’ Quality/Compliance Manager to easily monitor non-compliance trends 
among NEMT providers. 
 
NEMT Provider Staff Orientation 
 
Southeastrans shall require NEMT providers and their staff (dispatchers, supervisors, and 
mechanics) successfully complete all sections of the NEMT Provider Orientation 
Program before they are authorized to enter into a service agreement for provision of 
services with Southeastrans.   
 

Southeastrans’ Provider Orientation Program shall include but not be limited to the 
following topics: 
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• Description of the TENNCARE program; 
• Covered and non-covered NEMT services, including requirement that 

transportation must be to a TENNCARE covered service. Covered non-emergency 
medical transportation (NEMT) services are necessary non-emergency transportation 
services provided to convey members to and from TENNCARE covered services   

• Prior approval requirements; 
• Vehicle requirements; 
• Driver requirements; 
• Protocol for encounter data elements reporting/records; 
• Claims submission protocols and standards, including instructions and all 

information necessary for a clean claim; 
• Payment policies; 
• Information on members’ appeal rights; 
• Enrollee rights and responsibilities; 
• Policies and procedures of the complaint system; and 
• Important phone numbers of all departments/staff a NEMT provider may need to 

reach at VSHP. 
 

BlueCare/TennCareSelect will provide the NEMT provider with a copy of the provider 
manual.  The provider manual will be available electronically through the VHSP website 
and distributed on a disc by mail. NEMT providers may contact 
BlueCare/TennCareSelect to obtain a hard copy at any time.  BlueCare/TennCareSelect 
will issue bulletins to NEMT providers as needed to incorporate any changes to the 
provider manual. 
 
In addition, Southeastrans shall require NEMT providers and their staff attends and 
passes a minimum of thirty-two (32) hours of initial driver training sessions and fifteen 
(15) hours of training per year thereafter. 
 
 
NEMT Provider Manifest
 
Southeastrans’ standard practice is to provide the NEMT provider with a trip manifest 
two days before the date of service.  The latest that a trip manifest will be issued to a 
NEMT Provider is no later than the NEMT provider’s close of business the day before 
the date of the scheduled NEMT service. NEMT providers have until 12:30 p.m. before 
the date of service to reject a scheduled trip. 
 
Southeastrans will send trip manifests to a NEMT provider by a facsimile device or 
secure electronic transmission, at the option of the NEMT provider. Southeastrans will 
ensure that provision of the trip manifest is in compliance with HIPAA requirements.  All 
NEMT providers are required to have a dedicated telephone line(s) available at all times 
for faxing purposes.   
 
Southeastrans will ensure that the trip manifests supplied to NEMT providers will include 
all necessary information for the driver to perform the trip, including but not limited to: 
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• Number assigned by Southeastrans for approved trip; 
• NEMT provider name; 
• The mode of transportation; 
• MCO/BHO name; 
• Enrollee’s name; 
• Enrollee’s age; 
• Enrollee’s sex; 
• Trip date; 
• Number of legs for the trip (e.g., one-way, round trip, or multiple legs); 
• Origin of trip/place of pick-up (e.g., residence) 
• Time of pick-up for the time zone applicable to the pick-up location (expressed in 

regular time using standard hour/minute formats (00:00) and a.m. or p.m. 
suffixes; 

• Address of the pick-up, including street address, city, county, state, and zip code; 
• Enrollee’s phone number(s); 
• Number of riders (escorts); 
• Time of appointment for the time zone applicable to the appointment location; 
• Healthcare provider name; 
• Address of the healthcare provider, including street address, city, county, state, 

and zip code; 
• Healthcare provider’s phone number(s); 
• Return trip times for the applicable time zone(s) and addresses, if applicable; 
• Any additional stops (e.g., pharmacy); 
• Any special needs of the enrollee; 
• Any special instructions to the driver, e.g., door-to-door or hand-to-hand service; 
• Whether enrollee has third party coverage, including Medicare; and 
• Notes. 
• Estimated Trip Mileage 

 
If any trip assignments are made after a manifest has been issued, Southeastrans will 
contact the NEMT provider by telephone to confirm that they will accept the trip and 
then fax the trip add-on information to the NEMT provider. 
 
 
Claims and Payment Procedures 
 
Southeastrans has a streamlined process for receiving and verifying claims and for 
processing payments to NEMT providers. Southeastrans’ goal in processing provider 
payments is to provide accurate and timely payment to NEMT providers for services 
rendered while minimizing or eliminating the potential for billing fraud.  

General Documentation Procedures 

NEMT providers shall be required to properly document each trip and obtain appropriate 
signatures as evidence of services provided utilizing Southeastrans’ standards.  

NEMT providers shall ensure that all documentation meets the following requirements: 
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• The NEMT provider, driver, and vehicle information is complete and accurate 
• The driver and vehicle are authorized by Southeastrans 
• The form is signed by the NEMT driver 
• Each trip includes a valid Southeastrans trip confirmation number 
• The eligible NEMT member’s name matches Southeastrans trip confirmation 

information 
• The NEMT provider was the assigned NEMT provider for the NEMT member 

listed. 
• The NEMT member signed the form (or if the NEMT member is unable to sign, a 

healthcare provider  representative’s signature is present) If the member and/or the 
healthcare provider refuse to sign, the driver should record the name of the person 
refusing to sign and any reason they give for refusing to sign. 

• Pick-up and drop-off times and mileages are present. 
• If an Escort was present their name and relation to the member are provided 
• NEMT provider is requesting reimbursement for the authorized mode of transport, 

unless a change in the mode of transportation was pre-approved by Southeastrans. 
• Any required special rate documentation is attached.  

 
 
Trip Reimbursement Form (Driver Logs) Instructions 
 
Trip Reimbursement Forms are claim forms used to appropriately document and invoice 
transportation services rendered by NEMT providers.  Completed original forms should 
be bundled by date and submitted to Southeastrans on a weekly basis for processing 
provider payments. Payments for trips with illegible or incomplete information may be 
denied and returned to the NEMT provider for correction and resubmission. All 
information recorded must be true and accurate under penalty of violation of State or 
Federal laws and regulations. 
 
Provider Information: 
 
Complete the top portion of each form with the following NEMT provider, driver, and 
vehicle information.  All information must be printed using block style letters and a blue 
pen with permanent ink. 
 
  1) Check the appropriate box in the upper right corner to indicate which 

TENNCARE Region you are serving. 
 
  2) Record the name of your NEMT service. 
 
  3) Record your NEMT provider number assigned by Southeastrans. 
 
  4) Record the complete vehicle mileage at the start of the day. 
 
  5) Record the last four digits of the vehicle VIN number. 
 

TN NEMT Provider Manual Page 43 



 

  6) Record the vehicle number assigned by Southeastrans (inspection decal number). 
 
  7) Record the date of all transports listed on the form.  A separate Trip 

Reimbursement Form must be completed for each date trips are rendered. 
 
  8) Record the Driver’s full name.  If the driver of a vehicle changes during the 

course of a day, a new Trip Reimbursement Form must be completed for each 
driver. 

 
  9) The NEMT Driver should sign each form in the space provided. 
 
 
Trip Information: 
 
For each scheduled trip leg, complete the following information in the spaces provided.  
Up to seven trip legs can be recorded on each page.  All information must be printed 
using block style letters and a blue pen with permanent ink. 
 
  1) Record the full name of the member being transported. 
 
  2) Record the trip confirmation number issued by Southeastrans.  
 
  3) Place a check mark in the Special Rate box if Southeastrans has authorized a 

special rate for the transport.  Special rates for demand trips require that you 
submit a copy of Southeastrans’ special rate authorization. The special rate 
authorization must list the special rate and must list the person’s name that 
authorized the rate.  Check the “Form Attached” box if the special rate 
documentation is attached to the Trip Reimbursement Form. 

 
  4) Record the actual time you arrive at the pick-up location using standard a.m. or 

p.m. format. 
 
  5) Record the vehicle’s odometer reading after arriving at the pick-up location. 
 
  6) Record the actual time you arrive at the drop-off location using standard a.m. or 

p.m. format. 
 
  7) Record the vehicle’s odometer reading when you arrive at the drop-off location. 
  
  8) Indicate the mode of transportation required by the by circling “A” for 

ambulatory, “W” for wheelchair, or “S” for stretcher.  Circle “AM” if this an 
ambulance transport. 

 
  9) Enter the trip miles as listed on the trip manifest 
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10) Obtain the member’s signature in the space provided.  A signature must be 
obtained for each leg of the trip.  If the member is unable to sign you must obtain 
the signature of a representative or the member’s healthcare provider.  If the 
member and/or the healthcare provider refuse to sign, the driver should record the 
name of the person refusing to sign and any reason they give for refusing to sign. 

 
12) If an escort is required to accompany the member, record the escort’s name and 

their relationship to the member in the spaces provided.   
 
13) If the trip was unable to be completed as scheduled, indicate the status of the trip 

by circling “C” if the trip was canceled, or “NS” if the member was a “no-show”. 
 
14) A comments section is provided for the driver to make any notations concerning 

the trip such as reason for cancellation, comments regarding no-shows, special 
circumstances, etc. 

 
A copy of the Trip Reimbursement Form is included in Appendix C. An electronic copy 
of this form is available in an excel format.  If you would like a copy of this file please 
email your request to Tanya Clark, Reconciliation Manager at tclark@southeastrans.com  
 
 
Encounter Data Elements Reporting and Records 
 
Southeastrans is required by VSHP and TENNCARE to record and report specific 
encounter data elements concerning every trip rendered under the NEMT Program.  
Many of these data elements such as pick-up and drop-off times must be recorded by 
transportation vendors at the time the service is provided.  NEMT providers must 
accurately and legibly complete all appropriate sections of the Trip Reimbursement forms 
based on the above instructions to comply with TENNCARE encounter data reporting 
and records requirements. 
 
 
Claims Submission Requirements 
 
All completed claims must be submitted to Southeastrans at the following address: 
 
 Southeastrans, Inc. 
 4751 Best Road, Suite 140 
 Atlanta, GA  30337 
 
NEMT providers are required to submit the original completed Trip Reimbursement 
Forms on a weekly basis to Southeastrans’ Central Business Office. Southeastrans 
publishes a NEMT Provider Payment Schedule quarterly which lists the date 
requirements for claims submissions and associated claim payment dates. 
 
Southeastrans’ policy is to pay NEMT providers within thirty (30) days of undisputed 
(clean) invoice submissions. NEMT providers will be paid twice each month at 15 to 16 
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day intervals based on a published NEMT Provider Payment Schedule, unless those dates 
fall on a weekend in which case Southeastrans will usually pay on the preceding Friday.  
Southeastrans offers direct deposit payments to NEMT providers via wire transfer or 
electronic funds transfer to provide the most secure, convenient and rapid method of 
payment as possible. 

 
Once all trips are properly verified and documented Southeastrans will generate and 
distribute payments to NEMT providers along with an itemized remittance document.  
Southeastrans will also document any denied payments and return to the NEMT provider 
with noted deficiencies or errors for the provider to correct and resubmit within 30 
calendar days of notification date. 

NEMT providers are expected to follow Southeastrans’ Fraud and Abuse Polices set forth 
in the NEMT Providers Agreement.  Confirmed fraudulent activity by a NEMT provider 
will result in restitution of fraudulent claims and/or termination of service with 
Southeastrans. 

Southeastrans adheres to the prompt payment guidelines as required by the CRA and 
TSA and TCA 56-32-126 including: 

o NEMT providers will have one hundred twenty (120) calendar days from the date 
of service provided to submit a claim to Southeastrans. 

o Ninety percent (90%) of clean claims for payment for services delivered to a 
TennCare member are paid within thirty (30) days of receipt. 

o Process and if appropriate pay ninety-nine point five percent (99.5%) of all 
provider claims for covered services delivered to a TennCare member. 

o Sending appropriate written or electronic notices when claims are partially or 
totally denied because the provider did not submit any required information or 
documentation.  The notices will specifically identify what information is 
necessary to process and if appropriate pay the claim.  When a claim is 
resubmitted with additional information it shall be considered a new claim for 
purposes of establishing the time frame for claims processing. 

o If a provider agreement requires compensation to a provider on a monthly fixed 
fee basis that does not require submission of a claim, Southeastrans shall make the 
payment not later than one of the following: 

1. The time-frame specified in the provider agreement. 

2. The tenth (10th) day of the calendar month. 

3. Within 5 days of receiving the capitated payment and supporting 
remittance advise from VSHP and or TENNCARE. 

 

o Southeastrans will not deny provider claims on the basis of untimely filing in 
situations regarding coordination of benefits or subrogation, when the provider is 
pursuing payment from a third party, in a case of retroactive eligibility or when 
the NEMT provider could not have reasonably known which MCO the member 
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was assigned to during the timely filing period.  When third parties are involved, 
timely filing shall be calculated from the date the third party documented 
resolution of the claim.  When a member is retroactively eligible, or the provider 
is unaware of members assigned MCO, the time frame for filing will begin on the 
date VSHP or Southeastrans, or the NEMT provider received notification of the 
member eligibility. 

 

Claims Dispute Process 

If a NEMT provider wishes to dispute a denied claim, a claim payment amount, or any 
other factor concerning a claim processed by Southeastrans, the NEMT provider must 
submit the dispute in writing to the Southeastrans Reconciliation Manager.  The written 
dispute must include the trip confirmation number(s) and the reason(s) for the dispute.  
Claim disputes can be faxed, mailed, emailed, or hand delivered to Southeastrans’ 
Reconciliation Department in the Atlanta Office.  The Reconciliation Manager will 
research the claim disputes and provide a written response to the NEMT provider within 
14 days from the date of the dispute.  If a NEMT provider is not satisfied with the 
response to the dispute, he/she can request a further review by the Director of Operations 
and/or the Chief Operations Officer. 
 
If any dispute arises between the parties that either party has failed to perform its 
obligations and responsibilities under the NEMT Provider  Agreement or Provider 
Administration Manual, then either party may initiate an Independent Review Process as 
set forth below. 
 
Providers may file a request with the Commissioner of Commerce and Insurance for an 
independent review pursuant to the TennCare Provider Independent Review of Disputed 
Claims process, which shall be available to Providers to resolve claims denied in whole 
or in part by Southeastrans, as provided in T.C.A. 56-32-126(b). It is understood that in 
the event Providers file such a request with the Commissioner of Commerce and 
Insurance for Independent Review, such dispute shall be governed by T.C.A. 56-32-126.  
Sample copies of the Request to Commissioner of Commerce & Insurance for 
Independent Review of Disputed TennCare Claim form, instructions for completing the 
form, and frequently asked questions developed by the State of Tennessee Department of 
Commerce and Insurance. can be obtained on the state’s Web site at 
www.state.tn.us/commerce/tenncare/pdf/request.pdf or by calling the State of Tennessee 
at 615-741-2677. 
 
 
Electronic Claims Submission 
 
Southeastrans utilizes Trapeze® MT, a web-based trip data management system, for 
management of trip authorization, scheduling, dispatching, and payment functions.  
Currently, all NEMT trip claims are processed manually by Southeastrans Reconciliation 
staff.  Trapeze® has recently released a new version of their trip data management 
software that includes a vendor web portal function which would allow NEMT providers 
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to submit trip data electronically via web access.  Southeastrans is evaluating this option 
to assure data integrity and compliance with all other contracting requirements.  If 
feasible and if approved by VSHP and TENNCARE, Southeastrans will begin 
deployment of this option for use by Tennessee NEMT providers no later than January 1, 
2009. Since NEMT providers will need to be trained on the use of this new functionality, 
they will be phased in as training sessions are completed.  Training sessions will occur 
during the first quarter of 2009.  The transition to electronic claims submission should be 
completed by March 31, 2009. 
 
Once the electronic claims submission module is operational, NEMT providers will still 
be required to complete Trip Reimbursement forms (driver’s logs) at the time of service 
as evidence that trips are rendered as scheduled.  Southeastrans will continue to require 
submission of completed Trip Reimbursement Forms with member signatures for 
auditing purposes. 
 
 

Payment for Fixed Route Transportation 

Southeastrans will make every effort to provide tickets/tokens/passes to a member in a 
manner that ensures receipt prior to the scheduled transportation. 

If Southeastrans cannot provide tickets/token/passes prior to the scheduled transportation, 
Southeastrans will arrange alternate transportation. 
 
 
NEMT Provider Transportation Agreements 
 
Southeastrans has a responsibility to develop and maintain a network of transportation 
provider resources so that failure of any provider to perform shall not unduly impede the 
ability of the system to provide NEMT services.  All NEMT providers must submit and 
maintain evidence of compliance with all TENNCARE NEMT requirements prior to 
enrollment in Southeastrans’ NEMT provider network. Ambulance and Invalid Vehicle 
services must be certified by the Tennessee Department of Health (DOH) and must 
submit and maintain evidence of compliance with all DOH requirements. 
Southeastrans is prohibited from establishing or maintaining service agreements with 
providers who have been determined to have committed TENNCARE fraud or been 
terminated from the TENNCARE program.  Southeastrans shall terminate a NEMT 
Provider Agreement when a pattern or substandard performance is identified and the 
provider has failed to correct the problem within a reasonable period of time.  
TENNCARE and/or VSHP reserve the right to direct Southeastrans to terminate any 
NEMT Provider Agreement when TENNCARE and/or VSHP determines it to be in the 
best interest of the State. 

Southeastrans NEMT Provider Agreements include but are not limited to the following 
areas of NEMT services: 

• Payment administration (Including no-shows, and escorts) 
• Levels and mode(s) (as applicable) of transportation and dispatching. 
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• Trip Manifests 
• Urgent Trip Requirements 
• Telephone and vehicle communications systems 
• Computer requirements 
• Scheduling 
• Pick-up and delivery standards 
• Driver conduct 
• Vehicle requirements 
• Back-up service requirements 
• Proper notification of specified events including no-shows, accidents, moving 

traffic violations, incidents, and out of service vehicles. 
• Quality assurance 
• Non-compliance with standards 
• Training for NEMT providers, drivers, and staff 
• Insurance requirements 
• Confidentiality of information 

 
 
Use of Illegal Immigrants 
 
Prior to entering into an agreement with Southeastrans and semi-annual thereafter, the 
NEMT provider will obtain and retain a current, written attestation that the NEMT 
provider not knowingly utilize the services of an illegal alien to perform work relative to 
this agreement and will not knowingly utilize the services of any subcontractor who will 
utilize the services of an illegal immigrant to perform work relative to this agreement. 
Attestations obtained from the NEMT providers will be maintained by Southeastrans and 
made available to TENNCARE and/or VSHP upon request. 
 
For purposes of this policy, "illegal immigrant" is defined as any person who is not either 
a United States citizen, a Lawful Permanent Resident, or a person whose physical 
presence in the United States is authorized or allowed by the federal Department of 
Homeland Security and who, under federal immigration laws and/or regulations, is 
authorized to be employed in the U.S. or is otherwise authorized to provide services 
under the Agreement. 
 
The requirements of Public Acts of 2006, Chapter Number 878, of the state of Tennessee, 
addressing the use of illegal immigrants in the performance of any contract to supply 
goods or services to the state of Tennessee, shall be a material provision of NEMT 
Provider Agreement, a breach of which shall be grounds for monetary and other 
penalties, up to and including termination of the NEMT Provider Agreement. 
 
Southeastrans will ensure that the NEMT provider attests, certifies, warrants, and assures 
that the NEMT provider will not knowingly utilize the services of an illegal immigrant in 
the performance of its agreement between Southeastrans and the NEMT provider and will 
not knowingly utilize the services of any subcontractor who will utilize the services of an 
illegal immigrant in the performance of this Agreement. The NEMT provider will 

TN NEMT Provider Manual Page 49 



 

reaffirm this attestation, in writing, by submitting to Southeastrans a completed and 
signed copy of the document as Attachment X, hereto, semi-annually during the period of 
the NEMT Provider Agreement. Such attestations will be maintained by Southeastrans 
and made available to TENNCARE and VSHP and/or state officials upon request. 
 
Southeastrans will ensure that the NEMT provider understands and agrees that failure to 
comply with this section will be subject to the sanctions of Public Chapter 878 of 2006 
for acts or omissions occurring after its effective date. This law requires the 
Commissioner of Finance and Administration to prohibit a contractor from contracting 
with, or submitting an offer, proposal, or bid to contract with the State of Tennessee to 
supply goods or services for a period of one year after a contractor is discovered to have 
knowingly used the services of illegal immigrants during the performance of this 
agreement. 
 
 
Conflict of Interest 
 
All officers, employees, agents, and independent contractors (NEMT providers) working 
on behalf of or with Southeastrans on public contracts are prohibited from establishing or 
maintaining relationships or engaging in activities that would or might create a conflict of 
interest, or the appearance of a conflict of interest, between Southeastrans and any 
Federal or state, county or local agency or other governmental entity under a contractual 
relationship with Southeastrans.   
 
Southeastrans and its officers, employees, agents and independent contractors must 
maintain independence and impartiality regarding all relationships and activities 
associated with these public contracting entities.  Therefore, all officers, employees, 
agents, and independent contractors working with Southeastrans must comply with the 
following requirements related to conflict of interest and contractor impartiality and 
independence. 
 
1) No official or employee of a contracting state or Federal agency who exercises 

any functions or responsibilities in the review or approval of the undertaking or 
carrying out of the contracted project shall, prior to the completion of the 
contracted project, voluntarily acquire any personal interest, direct or indirect, in 
the proposed or executed agreements. 

 
2) Southeastrans and its independent contractors shall not knowingly employ or 

contract with individuals or entities who have interest, direct or indirect, that 
would conflict in any material manner or degree with, or have a material adverse 
effect on the performance of its contracted services. 

 
3) Southeastrans and its independent contractors will abide by all applicable state 

and/or Federal requirements which prohibit and regulate certain transactions 
between state officials and employees of state agencies throughout the contracting 
term. 
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4) All Southeastrans independent contractors must disclose any interest held by any 
state or Federal employee and report any relationship or interest with any state or 
Federal employees that would or might be perceived to impair their independence. 

 
5) Southeastrans and its independent contractors will abide by all state and/or 

Federal requirements regarding the use of lobbyists and the filing of required 
lobbyist disclosure documents. 

 
 
To assure compliance with this policy all Southeastrans staff and NEMT providers must 
review and sign a Conflict of Interest and Contractor Independence Disclosure Form 
annually as part of their agreement to provide non-emergency transportation services to 
Southeastrans under agreement with the Volunteer State Health Plan. 
 
 
Non-Discrimination Policy 
 
Southeastrans is committed to recruiting, hiring, developing, compensating and 
promoting the best-qualified individuals for positions at all levels within our 
organization.  We will maintain our unequivocal commitment to and support of equal 
employment opportunity for all individuals, free from discrimination based upon gender, 
race, color, religion, national origin, ancestry, age, physical or mental disability, medical 
condition, pregnancy, sexual orientation, marital status or any other prohibited biases in 
accordance with any applicable, federal, state or local laws.   
 
Southeastrans will take affirmative action to ensure that all employment practices such as 
advertising, recruitment, hiring, promoting, Southeastrans-sponsored training and 
educational assistance, transfer, layoff, return from layoff, termination, compensation and 
benefits and social and recreational programs are free of discrimination or harassment 
with regard to class categories protected by Equal Employment Opportunity laws, 
directives and regulations of federal, state and local governing bodies.   
Every manager and supervisor is responsible for ensuring that the spirit and intent of our 
collective goals, such as Affirmative Action Programs and Equal Employment 
Opportunity policies are achieved.  Team members share the responsibility for treating 
co-workers and all other individuals with dignity and respect so that we may all achieve 
these very important goals.   
 
Any reported offense that is in violation of this policy will be aggressively investigated 
and appropriate disciplinary actions will be taken if the accusation is found to be factual. 
This statement simply reaffirms our dedication to the principles of Equal Employment 
Opportunity, as well as the expectation that all team members will lend their full support 
to furthering our mutual success through implementation of these principles.   
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Appendix A 
 
 
 

 
Member Rights Responsibilities and Appeals 

 
 
All BlueCare/TennCareSelect members have rights concerning their interaction with 
Southeastrans and the NEMT services they receive. Southeastrans employees and NEMT 
providers should be aware of the TENNCARE member rights and should abide by those 
rights when serving BlueCare/TennCareSelect members.  
 
General Rule – Southeastrans will comply with any applicable Federal and State laws 

that pertain to member rights and ensure that our staff and NEMT providers take 
those rights into account when furnishing services to BlueCare/TennCareSelect 
members. 

 
i. Dignity and Privacy - Each member is guaranteed the right to be treated with 

respect and with due consideration for his or her dignity and privacy. 
 

ii. Receive Information on Available Treatment Options - Each member is 
guaranteed the right to receive information on available treatment options and 
alternatives, presented in a manner appropriate to the member’s condition and 
ability to understand. 

 
iii. Participate in Decisions - Each member is guaranteed the right to participate in 

decisions regarding his or her transportation, including the right to refuse 
transportation. 

 
iv. Free from Restraint or Seclusion - Each member is guaranteed the right to be free 

from any form of restraint or seclusion used as a means of coercion, discipline, 
convenience, or retaliation. 

 
v. Free Exercise of Rights - Each member is free to exercise his or her rights, and 

that the exercise of those rights does not adversely affect the way Southeastrans 
Inc.; the contracted NEMT providers or employees of Southeastrans Inc. treats 
the member. 

 
Southeastrans also abides by member rights granted in the BlueCare or TennCareSelect 
member handbook which include the following provisions that apply to NEMT services. 
 

• Member has the right to be treated with respect and in a dignified way 
• Member has the right to privacy and the right to have transportation information 

treated with privacy 
• Member has the right to ask for and get information about BlueCare or 

TennCareSelect transportation services and members’ rights and duties 
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• Member has the right to get services without being treated in a different way 
because of race, color, birthplace, language, sex, age, religion, or disability 

• Member has the right to make appeals or complaints about Southeastrans or his or 
her transportation service 

 
Members have the responsibility to: 
 

• Understand the information in the member handbook and member notices 
issued by the BlueCare/TennCareSelect. 

• Give their Member Identification Number and other necessary information for 
scheduling and receiving transportation services. 

• Follow all safety and conduct rules while receiving transportation services. 
• Report any incident or injury that occurs during transportation to the proper 

local or state authorities, BlueCare/TennCareSelect, or Southeastrans. 
 
 
Members also have the right to appeal any decision or action by Southeastrans that 
adversely affects their transportation needs or their access to care.  All appeal procedures 
are handled by BlueCare/TennCareSelect and regulated by the Bureau of TENNCARE.  
Members who are not satisfied with decisions or actions concerning their transportation 
service should be referred to the appropriate BlueCare/TennCareSelect Member Services 
Department listed below. 
 
   BlueCare Member Services 1(800) 468-9698 

  TennCareSelect Member Services 1(800) 263-5479 
 
If a member requests to file an appeal or refuses to contact BlueCare/TennCareSelect for 
further assistance, Southeastrans will refer the member directly to the TENNCARE 
Solutions Unit to file an appeal. 
 
 
If BlueCare/TennCareSelect is unable to resolve the issues and the member is still not 
satisfied with their transportation services, they will be referred to the TENNCARE 
Solutions Unit to file an appeal: 
 

TENNCARE Solutions Unit 
TENNCARE Solutions Medical Appeals 
PO Box 593 
Nashville TN  37202-0593 
Fax: 1-888-345-5575 
Phone: 1-800-878-3192 

 
Southeastrans will cooperate with BlueCare/TennCareSelect in the investigation of any 
transportation member appeal, and will provide any necessary information in order for 
BlueCare/TennCareSelect to provide a timely and accurate response to the member(s). 
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Appendix B 
 

 
Quality Assurance and Complaint Management 

 
The goal of Southeastrans’ Quality Assurance Program is to assure that Southeastrans 
and its network of transportation providers deliver the highest service quality possible to 
BlueCare/TennCareSelect members throughout our contracted transportation service 
regions.  This plan addresses the scope of services internal to Southeastrans as well as the 
contractual obligations of the transportation providers. 
 
Transportation Provider Quality Indicators 
 
The transportation delivery system consists of all components required to transport an 
eligible member to and from the appropriate destination facility in an efficient, safe, and 
comfortable manner.  While the contracted provider is responsible for the actual 
transportation function, Southeastrans is responsible for ensuring that the provider 
operates within the guidelines and requirements of local, state, and federal laws, and in 
compliance with the NEMT Provider Agreement.   
 
Transportation provider performance monitoring occurs primarily through Southeastrans’ 
Quality/Compliance staff members conducting in-field observations of transportation 
providers rendering services.  All service providers operating within Southeastrans 
network of transportation providers are observed periodically on a random, unannounced 
basis. Southeastrans also reserves the right to place a Quality/Compliance Officer on a 
transportation provider’s vehicle for extended periods of time to more effectively monitor 
the transportation delivery process. A report of each observation is documented and 
placed in the NEMT provider’s file.  Any deficiencies or problems noted during 
observations are addressed via provider notices and/or coach and counsel sessions.  
 
Monitoring activities shall include, but are not limited to: 
 

• On-street observations; 
• Random audits of NEMT providers; 
• Accident and incident reporting; 
• Statistical reporting of trips; 
• Analysis of complaints; 
• Driver licensure, driving record, experience and training; 
• Enrollee safety; 
• Enrollee assistance; 
• Completion of driver trip logs; 
• Driver communication with dispatcher; and 
• Routine scheduled vehicle inspections and maintenance. 
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Table 1 lists the key transportation indicators of quality and their acceptable performance 
standards. 
 
Table 1 – Transportation Key Indicators of Quality 
 

Area of 
Responsibility Quality Indicator Performance Standard 

Appropriate Level of Service 100% compliance 
Initial pick-up timeliness Within 10 min of scheduled pick-up 
Drop-off timeliness Within 10 min of scheduled drop-off 
Return pick-up timeliness Within 60 min of notification 
Multi-load travel time <45 min longer than direct transport 
Vehicle standards 100% compliance with health & safety 

requirements 
Driver appearance & conduct 100% compliance with requirements 
Provider no-shows Less than 1% 

NEMT Provider 

Complaint rate Less than 0.1% 
                                                                                                                                                                              
Complaint Resolution Management 
 
Complaints from BlueCare/TennCareSelect members, healthcare providers, or the general 
public are taken very seriously and given the highest priority for investigation and 
resolution.  Complaints may be received verbally by telephone or in person, or in writing.  
A member complaint is any complaint received from a BlueCare/TennCareSelect 
member, or from a healthcare provider on behalf of a member, concerning the approval, 
scheduling or delivery of their NEMT services.  All member complaints are processed by 
VSHP.  Non-member complaints include complaints from NEMT Providers, medical 
providers, or healthcare facilities regarding the administration of the NEMT Program or 
the transportation of BlueCare/TennCareSelect members.   
 
Member Complaints 
 
All NEMT member complaints received by Southeastrans will be immediately forwarded 
to VSHP as required in the NEMT agreement between Southeastrans and VSHP.  
Southeastrans will cooperate with VSHP in the investigation and resolution of all 
member complaints.  Any member complaints referred to Southeastrans by VSHP for 
investigation will managed utilizing the same procedures as stated below.  Southeastrans 
will submit any required documentation and reports as specified by VSHP to assure full 
and complete resolution to all member complaints. 
 
Non-Member Complaints 
 
Complaints received from NEMT providers or healthcare providers concerning the 
administration and delivery of non-emergency transportation services are received, 
investigated and resolved by Southeastrans.  Southeastrans Quality/Compliance Manager 
is responsible for management of the non-member complaint process.  All complaints are 
recorded and tracked in Southeastrans Complaint Module software.  A compliant report 
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summarizing the nature of each complaint, investigative findings, and resolutions is 
produced on a monthly basis and submitted to VSHP. 
 
If any dispute arises between the parties that either party has failed to perform its 
obligations and responsibilities under the NEMT Provider Agreement or Provider 
Administration Manual, then either party may initiate an Independent Review Process as 
set forth below. 
 
Providers may file a request with the Commissioner of Commerce and 
Insurance for an independent review pursuant to the TennCare Provider Independent 
Review of Disputed Claims process, which shall be available to Providers to resolve claims 
denied in whole or in part by Southeastrans, as provided in T.C.A. 56-32-126(b). It is 
understood that in the event Providers file such a request with the Commissioner of 
Commerce and Insurance for Independent Review, such dispute shall be governed by T.C.A. 
56-32-126.  Sample copies of the Request to Commissioner of Commerce & Insurance for Independent 
Review of Disputed TennCare Claim form, instructions for completing the form, and frequently 
asked questions developed by the State of Tennessee Department of Commerce and 
Insurance. can be obtained on the state’s Web site at 
www.state.tn.us/commerce/tenncare/pdf/request.pdf or by calling the State of Tennessee 
at 615-741-2677. 
 
Southeastrans’ Quality/Compliance Manager (QCM) records, tracks, and manages all 
complaint investigations and coordinates resolution development and follow-up.  The 
QCM manages the complaint process utilizing the following steps: 
 

1. All complaints are forwarded to the Quality Assurance (QA) Specialist. 
2. The QA Specialist enters the complaint into a Complaint Log. 
3. The QA Specialist completes a Complaint Procedure Form. 
4. A copy of the Complaint Procedure Form is forwarded to the Southeastrans 

Manager responsible for the area involved in the complaint. 
5. If the complaint involves a subcontracted transportation provider, a copy of the 

completed Complaint Procedure Form is faxed to the provider. (Transportation 
providers have 24 hours to respond in writing.) 

6. The QA Specialist coordinates the investigation with the contract manager, the 
appropriate Southeastrans Manager, and/or the subcontractor provider and 
develops a recommended resolution. 

7. The Southeastrans Manager and/or the transportation provider responding to the 
complaint submit their findings in writing to the QA Specialist. 

8. The QA Specialist reviews all materials, consults with other Southeastrans 
personnel as necessary and develops a recommendation for complaint resolution. 

9. A copy of the completed complaint investigation is forwarded to the QCM for 
review and approval. 

10. The Quality Assurance Specialist completes a Complaint Resolution Form based 
on the approved resolution. 

11. The completed Complaint Resolution Form is forwarded to the designated 
contract manager. 

12. All complaint resolutions must be completed within three (3) business days. 
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13. A Complaint Summary Report is produced each month. 
 
 
Complaint Reporting 
 
Southeastrans tracks all complaints by category and by subcontracted provider for 
reporting and statistical analysis purposes.  NEMT providers that receive excessive 
complaints or fail a complaint related inspection or driver monitoring procedure are 
issued a 10 day written “cure” notice to resolve the issues.  In this notice, the NEMT 
Provider will be required to develop a corrective action plan outlining the steps they will 
take to improve their performance.  The driver or vehicle found out of compliance will be 
immediately removed from service until the problem is corrected.  Southeastrans will 
conduct a “coach and counsel” meeting with NEMT Providers who have repetitive 
substandard performance problems.  NEMT Providers who do not submit acceptable 
corrective action plans, who fail to implement their approved corrective action plan, or 
who continue to have unacceptable levels of performance after “coach and counseling” 
may be removed from the NEMT provider network.  Southeastrans may also assess 
liquidated damages against NEMT providers. 
  
Complaint reporting categories include: 
 

• Problem with driver 
• Unsafe driver 
• Provider did not show 
• Rude staff 
• Early service 
• Late service 
• Trip too long 
• Improper wheelchair tie down 
• Vehicle dirty 
• Vehicle defect 
• Vehicle heat or A/C problem 
• Phone system problem 
• Other complaint 

 
 
Fraud Monitoring 
 
Southeastrans utilizes a multifaceted approach to internal monitoring of fraud.  The 
critical objectives are to: 
 

• Prevent and detect fraudulent and erroneous billings and payments to providers 
and subcontractors. 

• To conduct timely and accurate payment to providers 
• Prevent, detect, review and report member fraud  
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Review of historical utilization patterns of our billing, payment, and trip assignment 
systems is a critical element to fraud monitoring.  The Quality/Compliance staff conducts 
random spot inspections with service providers at pick up and drop off sites.  We audit 
standing orders to ensure equal distribution of trips and problematic no-show provider 
payouts.  We review and monitor our Public Transit Bus pass program to ensure 
members receive and use their passes.   
 
Southeastrans Quality/Compliance staff conducts on-going detection methods such as 
spot checks, record reviews, random claim audit reviews, trip verification, member 
surveys, and examination of utilization trends to monitor member, healthcare provider or 
NEMT provider.  Table 2 lists different types of fraud that our compliance staff monitors:  
 
 
Table 2 – NEMT Fraud Activities 
 

Member NEMT Provider Healthcare Provider 
Falsifying eligibility Duplicate billing Giving false information 
Kickbacks Falsifying invoices Misrepresenting member need 
Misrepresenting need Billing round trip on one-way trip  
Card loaning (public transit) Misrepresenting need  
Misrepresenting access Non-covered destination  
 Misconduct by agency staff  
 Falsifying cost reports  
 Falsifying records  
 
 
 
Transportation Provider Corrective Actions 
 
Southeastrans Quality/Compliance staff conduct scheduled and random, unannounced 
vehicle inspections.  Each inspection is documented on Southeastrans’ Vehicle Inspection 
Form (see Appendix D) and all deficiencies or areas of concern are properly noted. 
Deficient NEMT providers are given a period of ten (10) days to “cure” or bring their 
vehicle(s) up to standard.  During this time the vehicle will be removed from providing 
service for BlueCare/TennCareSelect members.  A re-inspection is then performed to 
confirm compliance with those recommendations.  Repeat offenders receive a “cease and 
desist” letter stating that if corrections are not made, the provider shall be terminated 
from Southeastrans network. All incidents and/or complaints are documented and 
become a permanent part of their provider record.  Transportation providers must meet all 
requirements of the CRA and TSA.  
 
Southeastrans Trip Management software produces On-Time Performance reports for 
various service periods to measure compliance with pick-up and delivery standards. 
Southeastrans conducts quarterly meetings with NEMT providers to discuss contract 
issues, performance, and other network issues. 
  
 

TN NEMT Provider Manual Page 58 
 



 

Non-Compliant NEMT Providers 
 
Southeastrans will ensure that its NEMT providers are qualified to perform their duties as 
specified in Southeastrans’ NEMT Provider Agreement. This includes, but is not limited 
to, meeting applicable federal, state or local licensure, certification, or registration 
requirements.  Southeastrans has policies and procedures to address what actions are to 
be taken if a NEMT provider is found non-compliant in its ability to perform their duties 
as a Southeastrans NEMT provider.  This includes up to immediately removing the 
NEMT provider from service to perform NEMT.  Individual NEMT drivers and/or 
NEMT vehicles will be removed from service for any failure to comply with all NEMT 
requirements.  All compliance deficiencies must be corrected and appropriately 
documented in the NEMT provider file prior to reinstatement within the network. 
 
All NEMT provider inspections and other monitoring activities including driver 
credentialing checks, vehicle inspections will be documented in the NEMT provider’s 
permanent file.  Any deficiencies or instances of non-compliance will be documented 
along with follow-up actions, associated corrective action plans, assessment of liquidated 
damages, and final resolutions.  All monitoring activities, monitoring findings, corrective 
actions, and resulting improvements will be submitted in an annual NEMT Provider 
Monitoring Report. 
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VEHICLE CONCERNS 

Wheelchair Lifts 
Wheelchair lifts make it possible to load chairs of all weights in an efficient and safe 
manner.  However, a lift can be a potentially dangerous piece of equipment and must be 
maintained and operated properly.  Though the driver’s loading job is made easier, there 
is a great deal of caution and awareness needed when operating a lift.  No one should 
operate the vehicle’s lift but the driver or other properly trained NEMT employee.  As 
with other adaptive equipment, lifts may differ slightly in structure and operation; each 
driver should be familiar with all the lifts he or she could be expected to use. 

Positioning – Hydraulic lifts may be located at the rear or center of the van.  The driver 
soon gets the feel for positioning the van so that the platform falls over a specific spot.  
One problem with lift positioning occurs when a parallel walk runs too close to a curb.  
When your platform is lowered, the end overshoots the center of the walk.  This means 
that the chair must be rolled over the grass on the far side to get onto the lift platform.  To 
avoid this, position the van slightly farther out from the curb remembering not to create 
too big a step to the curb for the ambulatory members using the service door.  Ensure the 
loading spot is free of obstacles and follow these steps: 

1. Keep the engine running because the lift requires a lot of power; 

2. Set the parking (or emergency) break; 

3. Turn off other accessories while operating the lift (i.e. air conditioning); 

4. Unlock the lift from the outside and latch it in the open position being careful to not 
let it swing freely. 

Operating the Lift Controls – Controls for the lift should be situated so as to be used by 
the driver only.  They should be permanently mounted near the lift so that the driver can 
use them with loading solo or with the help of an assistant.  On most control boxes, one 
lever operates the FOLD function of the platform, taking it from vertical or horizontal.  
Another lever or a set of two buttons takes the platform DOWN to the ground level or UP 
to the floor level.  A light touch on the levers is all that is needed.  Rough treatment may 
result in damaged electrical connections and a breakdown. 

Loading on a Platform Lift 

1. Lower the platform to the ground level; 

2. Let the platform drop far enough for the end-retaining flap to fold flat; 

3. Release the control button before the lift rams “jack” up the van (many lifts have 
cut-off switches, though, to prevent jacking); 

4. Keep your feet out from under the platform; 

5. Back the wheelchair to the end of the platform and pull it up and on carefully.  
The front casters MUST be totally on the platform.  The driver’s heels must be 
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within the back edge of the platform.  The area within the wheelchair’s handles 
creates a good place for you to stand; 

6. Grasp one wheelchair handgrip with one hand.  Operate the UP bottom of the 
control box with the other hand; 

7. Raise the lift to floor level.  As the lift leaves the ground, be sure the retaining 
flap on the end flips up into place; 

8. At floor level, always keep one hand on the chair while reaching around to release 
the brakes, one at a time; 

9. Pull the wheelchair back into the van watching your head and that of the member 
because the overhead clearance is low. 

Unloading on a Platform Lift 

1. Open and latch the lift door from the outside.  Unfold the lift. 

2. Re-enter the van through the service door.  Do not jump up onto the lift! 

3. Push the wheelchair slowly forward out onto the platform.  Be sure to center the 
chair as you go. 

4. Lock one brake and then the other, always holding onto the chair with one hand.  
CAUTION:  If the van is sitting so that it is slightly tilted to one side, then the 
platform will also be tilted downward.  There will be an added pull on the chair as 
you are setting the brakes.  Be sure you have a firm grip.  This is also the main 
reason that chair’s brakes must be able to hold the chair and that the end-retaining 
flap must operate correctly. 

5. With one hand on the handgrip, lower the platform with the other hand on the 
controls. 

6. At ground level, unlock the wheels and push the chair off the platform. 

NOTE:  The driver must stand behind the wheelchair after pulling it onto the lift 
and remain standing on the lift until it stops at floor level.  No member will ever be 
raised on the lift without the driver standing behind and holding the chair with one 
hand.  This is for both your and the member’s safety and well being. 

Loading on a Platform Lift with Assistance 

1. Open the lift door, latch it, unfold the lift and lower it to ground level. 

2. Pull the wheelchair onto the platform, lock both wheels and step off of the lift. 

3. Grasp a section of the chair’s frame with one hand and operate the controls with 
the other hand. 

4. Raise the chair to the floor level. 

5. As the platform approaches the floor level, the assistant should grasp the 
wheelchair’s handles. 
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6. While the assistant holds the wheelchair in place from the floor level, the driver 

should walk to the front of the platform, keeping a hand on the wheelchair at all 
times. 

7. Facing the chair, the driver then releases the brakes, one at a time, while holding 
the chair place. 

8. As the assistant pulls the chair into the van, the driver assists by pushing and 
guiding from the front. 

9. The assistant positions the chair in the vehicle and the driver will lock it down. 

THE DRIVER OR THE ASSISTANT MUST ALWAYS HAVE AT LEAST ONE 
HAND ON THE WHEELCHAIR AT AL TIMES WHILE IT IS ON THE PLATFORM. 

Unloading on a Platform Lift with Assistance 

1. Open the lift door, latch it and unfold the lift. 

2. The assistant should slowly push the chair out onto the platform while the driver 
assists by guiding the chair and stopping it in the proper position. 

3. As the assistant holds the chair in position, the driver should set both brakes. 

4. The driver should then move to the side of the lift, keeping one hand on the chair. 

5. Give a verbal cue to the member and lower the lift.  The assistant should release 
the handles as the chair lowers out of reach. 

6. When the lift reaches ground level, the driver should release the chair’s brakes 
and roll it off the platform. 

Loading Power Chairs on Platform Lifts – Caution is needed when loading a power chair 
on a platform.  If the chair’s power is left on, there is a potential for the chair to move 
while on the platform, even while the brakes are applied.  The extent of movement could 
cause personal injury.  Many of the people operating these chairs are slow to react or may 
have involuntary movements.  Their arms may hit the control stick.  It is, therefore, 
recommended that the power sources be disengaged during loading operations. 

Steps to Load a Power Chair on a Platform Lift 

1. Back the chair onto the platform and turn the toggle switch on the control box to 
the OFF position (or ask the assistant to do so). 

2. Disengage the drive belts from the pulleys by moving both clutch levers forward.  
Power chairs should not be moved without their power unless both belts are 
disengaged. 

3. Set the brakes and raise the chair. 

4. Pull the chair off the platform manually into the van.  A guiding push from the 
driver outside the van is recommended.  Remember…you are now dealing with a 
heavier chair. 

5. Once totally inside the van, you should move to the front of the chair and push in 
backwards into the desired position. 
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6. Do not engage the belts or turn the power on again until the chair and the lift’s 

platform are back on the ground after unloading. 

Lifts on Vans – Some different considerations must be made when operating a lift 
installed in a van: 

• You will generally not have an assistant with you on the van.  All loading 
will be done solo. 

• On many vans the roofline and door threshold will be much lower.  After 
pulling the chair onto the lift and locking it down, you may need to step up 
into the van in a crouched position while raising the lift and holding the 
chair. 

• Because of a low overhead threshold, you may need to have your 
passenger bend their head to enter and exit.  You may need to position 
your hand on the passenger’s head to gently ease it under. 

• Never tilt a wheelchair on the lift to get a high back under a low doorway.  This is 
a very dangerous maneuver.  Such wheelchairs should be in high-topped vans. 

• It is critical to lock both brakes on a van lift. 

Manual Operation of the Lift – Since power lifts occasionally break down, it is important 
to know how to operate the lift manually.  Before performing the manual operation of the 
lift, communicate your problem with your dispatcher.  Follow the manufacturer’s 
instructions for proper operational procedures.  If these are unclear, contact your 
dispatcher for assistance.  Upon you return to your office, make sure your van is sent to 
maintenance immediately for repair. 

Securing Systems 

Care should be taken to secure objects in a van so that the potential for causing injury to a 
member is reduced.  Wheelchairs should be secured by the appropriate mechanisms.  
Ambulatory members should be seated and their seatbelts locked in place.  Heavy, loose 
objects should be stored or otherwise secured to the extent that the driver is reasonably 
able to do so. 

There are two main types of wheelchair securing systems: 

1. The four-point tie down (strap and track) system allows flexibility in the 
types of chairs that can be secured.  When fully attached, all corners or 
sides of the chair will be firmly secured to the floor. 

2. The wheel brackets slide along the perforated rail, adjusting to the width 
of each wheelchair.  Attachment to the wheelchair is through the spokes of 
the rear wheels.  Both brackets push outward on the chair’s wheels and the 
spring-loaded shaft locks in place.  Be sure to give each wheel an extra tug 
outward to ensure a snug fit. 
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Seat Belts – In special transportation vans, the general motion of the vehicle may affect 
certain passengers.  Therefore: 

• Drivers should wear a seatbelt AT ALL TIMES, even between stops that are 
close together and/or where you must leave your seat repeatedly.  There is never 
an excuse for not wearing your seatbelt.  Also, it’s the law. 

• All passengers must wear Seatbelts at all times. 

Securing Wheelchairs – Wheelchairs and their occupants must be secured in three ways 
before the vehicle is moved.  These are referred to as The Three B’s: 

1. BRACKETS:  The brackets or other securing devices must be in place.  
This is one of the most critically important procedures in transporting 
wheelchairs.  The securing system is only as good as the thoroughness of 
the driver or assistant who does the securing.  Check and recheck your 
wheelchair-securing devices before moving your vehicle. 

2. BRAKES:  The brakes on the wheelchair must be locked down.  Even 
when the wheelchair is bracketed to the van, there may still be slight play 
in the wheels.  The locks on the chair will keep the wheels firmly 
positioned.  Efficient brakes are needed when the wheelchair is on the lift.  
Report loose and ineffective brakes to your member. 

3. BELTS:  The belt attached to the inside of the wheelchair must be 
buckled.  It does absolutely no good to secure a wheelchair to the van if 
the passenger is not secured to the wheelchair.  This must be a bona fide 
seatbelt with a clasp or buckle.  As stated above, Velcro-type fasteners do 
not make satisfactory seatbelts for transportation purposes.  Some vehicles 
may have seatbelts attached to the vehicle.  Be sure the belt crosses the 
wheelchair user only at the lower waist or lap level. 

TN NEMT Provider Manual Page 68 
 



 

WHEELCHAIR TYPES 

The first thing to consider about a wheelchair is its great importance to its owner.  This 
chair is as valuable to him/her as the body part or function that it has now replaced.  
Whatever the disability, the wheelchair provides mobility and mobility increases the 
opportunity to get the most out of life. 

There has been considerable growth and diversification from what once was the 
“standard” or “manual” wheelchair.  Though the manual chair still predominates, many 
other models are being transported.  The industry is become more sophisticated and is 
building chairs that are modified for the specific support and propulsion needs of the 
individual. 

Specialized transit drivers may encounter electric or power chairs, power carts, travel 
chairs or even “growth” chairs, like the Mulholland, for children.  The structure and 
securing requirements of each chair needs to be addressed. 

Manual Wheelchair – The standard, manual wheelchair is used when an individual has 
good head and trunk support.  Some of the components of the standard chair include: 

1. Hand grips 
2. Vinyl back and seat 
3. Armrests 
4. Footrests 
5. Casters 
6. Hand rim 
7. Tilt bar 
8. Brake lever 

Modifications and Accessories – Modifications and accessories for manual wheelchairs 
are common, depending, again, upon the needs of the individual.  Some of the ore 
prevalent variations you may see include: 

• Extended backs:  For upper body and neck support 

• Brake lever extensions:  For those unable to reach the standard brake levers. 

• Removable footrests:  The lever behind the footrest releases the support.  (Always 
consult healthcare provider personnel before removing footrests for any reason.) 

• Work tray:  Constructed of wood or Plexiglas and attached to the top of the armrests.  
Provides a working and eating surface. 

• Communication board:  An alphabet, word or symbol chart attached to the work 
tray.  The child with a verbal impairment points to appropriate letters and words to 
give a message. 

• Autocom:  One of many types of electronic communication boards.  The member 
uses a magnetic “wand” to spell messages that are then displayed on a small screen. 
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• Reclining back:  The wheelchair’s back tilts to an angle better suited to the member’s 
postural needs. 

• Pneumatic tires:  Air-filled tires (instead of hard rubber) which give a smoother, 
bump-absorbing ride. 

• Sports chair:  Lightweight tubing construction that lends flexibility and 
responsiveness for sports events and general purposes.  Wheels may be cantilevered 
at the bottom. 

Electric or Power Chair – The motorized wheelchair has become an invaluable machine 
for many in the disabled community.  While they may be physically unable to wheel 
themselves around in a manual chair, they are able to steer a power chair with a slight 
hand movement on a control lever.  Those who have sufficient motor skills and 
perceptual abilities learn to safely steer their power chairs to any accessible location. 

The power chair is not a complicated machine, however, because of its independent 
power source, its weight (between 100 and 200 pounds) and its costs (starting at $3,000), 
it is important that drivers and assistants dealing with power chairs become familiar with 
their operation. 

Some of the mechanical and electronic parts on the power chair include: 

1. Control box 
2. Right motor 
3. Pulled and belt 
4. Circuit box 
5. Clutch lever 

 
The power chair operates on batteries housed behind the chair.  The batteries power two 
small motors, one under each side of the chair’s seat.  Each motor drives a pulley and belt 
that turns the rear wheel.  The drive bets can be disengaged from the pulleys by moving 
the clutch handles on either side of the chair forward.  (Belts must be disengaged 
whenever the chair is moved around without its own power!)  This whole system is 
directed from the control box at the occupant’s fingertips.  This may be installed on the 
right or left side of the chair.  The toggle switch behind the box has three positions:  HI, 
OFF, LO.  The control stick on top of the box controls both direction and speed.  The 
stick may be pushed in any direction.  The chair will respond in that direction.  The 
further down the stick is pushed, the faster the chair will drive.  It requires a great deal of 
skill to maneuver the chair accurately and steadily using this single stick with dual-
control functions. 

The two bars with rollers extending out behind the rear of the chair prevent the chair from 
tipping backward.  These are nicknamed “wheelie bars.”  The bars curve downward and 
may, at times, hit a ramp or lift surface when loading.  Both bars may be twisted upward 
to temporarily get them out of the way.  A spring-loaded button beneath each bar must be 
pushed in to release and turn the bar.  Always return the bars to the downward position 
after unloading the chair.  (Do not take the bars off.  They may get damaged or lost.) 

The Travel Chair – The collapsible Travel Chair is used with young children who have 
poor head and body control.  It resembles a child’s stroller.  Brakes consist of a bar that is 
forced onto the rubber of the rear tires.  Brake set and release levers are operated by foot.  
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(One lever to set, the other to release.)  The travel chair conveniently collapses down to 
allow it to be laid on a bench seat in your vehicle. 

To Collapse the Travel Chair 

1. Place one foot on the horizontal bar at the bottom of the frame. 

2. Place your right hand on the handle so that you are grasping the release lever 
under the handle. 

3. Squeeze the handle lever at the same time you push downward on the frame with 
your foot.  This will disengage the positioning pin. 

4. When the positioning pin has been released, you can then gently lower the back of 
the chair down to the reclined position.  There is also a middle position between 
the upright and reclined positions. 

The Growth Chair – The growth chair is a multi-adjustable chair used for support for 
those who have poor head and truck control.  The pads and supports help keep the 
member in the correct postural position. 

Brakes are set and released with a foot-operated lever on a brake bar behind the chair.  
An adjustable rod is forced onto the tire to brake the chair.  (This brake may not be fully 
effective.) 

The Amigo – Semi-ambulatory people who may be able to walk only short distances 
often use the Amigo chair.  Its popularity has increased over the past ten years because of 
its flexibility and cost.  A small battery-operated motor powers the chair.  This chair 
enables them to travel longer distances over relatively smooth surface.  It is ideal for use 
inside the home, in shopping malls and at large theme parks. 

Because of its small wheels and high center of gravity, the Amigo is not well suited for 
travel over rough surfaces or for transport on specialized transit vehicles.  The design and 
structure of the chair is such that securing of the passenger and chair cannot be done 
safely on almost all vehicles. 
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ASSISTANCE TECHNIQUES 

Movement – Proper handling techniques ensure safety and comfort for the occupant.  Just 
as you would assist an ambulatory person slowly and carefully, so you should move a 
person in a wheelchair.  Learn to make your movements smooth and gentle.  Do not jerk 
or jolt as this can be very uncomfortable, or painful, for the person in the chair. 

When moving a person in a wheelchair you must be confident of your ability to be in 
control and be able to relay this confidence to your passenger.  The passenger is often put 
in vulnerable situations, as when sitting on a ramp or lift.  There is total dependence on 
your firm but gentle control.  There is great psychological benefit from having the 
passenger know you are in control and that they can trust you. 

You should prepare your passenger for movement by telling him/her when you are going 
to start moving.  A simple verbal cue like “Here we go!” or “Are you ready?” will 
prepare your passenger for your next move.  This is especially needed when tilting a chair 
or as you start your lift up and down.  Most people in wheelchairs are used to being tilted 
and do not startle easily.  However, you never know when your next member may be new 
to a wheelchair.  Never assume!  

Checking the Chair – A wheelchair is very valuable to its occupant so it is important to 
treat it carefully.  Be careful not to scratch the tubing on corners of lifts when in the 
vehicle.  The vehicle securing brackets should not gouge the inner rims of the wheels. 

Center of Gravity – Transporting people in wheelchairs involves a few basic handling 
maneuvers that, when done properly, can move the wheelchair around efficiently and 
easily.  Just getting the feel for pushing a wheelchair around on the level surface is the 
first step in becoming accustomed to its movement. 

As you push the chair around, you can feel that the weight is distributed fairly evenly 
between the front and rear wheels.  The center of gravity in an unoccupied chair is just 
above and forward of the rear axle. 

The center of gravity is raised, however, when the chair is occupied and it moves to the 
top of the armrests.  Therefore, thought weight is well distributed, the chair’s short 
wheelbase and high center of gravity makes it possible to spill a person forward.  Hitting 
a crack in the sidewalk or on the base lip of the lift with the front wheels may be enough 
to cause such a spill. 

Handling Techniques – In all handling cases, be sure you grip the wheelchair firmly.  Use 
good body mechanics to keep your back straight, bending at the knees and leaning your 
body into the chair to increase control.  Be sure of your footing, especially on wet or icy 
surfaces. 

Important Things to Remember NOT to do: 

• DO NOT wear shoes that may come loose or cause you to trip or turn your ankle. 

• DO NOT lift a wheelchair by its wheels.  The chair could spin and tip on its back! 
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• DO NOT lift a chair by its armrest.  They may be removable and come loose. 

• DO NOT release a wheelchair from your grasp until the brakes are set.  Even 
then, be wary of the brakes’ capacity to hold, especially on a grade. 

Tilting – Tilting a wheelchair back on its rear wheels can make it easier to maneuver.  
This is also a preliminary move in getting a chair up onto a curb.  Before tilting the chair, 
be sure the occupant’s feet are securely on the footrests and their arms and fingers are 
free of the wheel’s spokes.  Also be sure there is enough room to maneuver once the chair 
is tilted. 

To Tilt a Wheelchair 

1. Give a verbal cue indicating that you will be moving the member. 

2. Place one foot on the tilt lever extension and grasp both handgrips firmly. 

3. Push down the tilt lever extension with your foot while pulling back and down on 
the handgrips. 

4. Rotate the chair back on the axles of the rear wheels to the “balance point.” 

5. Maneuver the balanced chair by pivoting the rear wheels. 

To Return the Wheelchair to its Horizontal Position 

1. Place your foot on the tilt lever extension. 

2. Lean into the tilt lever as you lower the chair to its horizontal position.  Lower the 
chair carefully and smoothly so as not to jar the passenger when the front casters 
touch the ground. 

Curbs – Getting a wheelchair up and down a curb is much easier than it appears.  Half of 
this maneuver simply involves tilting the chair. 

Going Up a Curb 

1. When approaching a curb, stop a little before the footrests reach the curb’s edge. 

2. Tilt the chair into the balance position. 

3. Move the chair forward until both rear wheels butt up against the curb. 

4. Lower the front wheels onto the curb surface. 

5. Place one foot forward, bend knees slightly and roll the rear wheel onto the curb. 

6. With a straight back, pull up and lean forward.  The wheels will roll up and over 
the lip of the curb.  Do not try to pick the rear wheels up off the surface. 

Going Down a Curb 

1. Taking a chair down a curb is simply the reverse of taking it up.  When 
approaching the topside of the curb, pivot the chair around so that it goes down 
back first.  You are in much greater control being behind and below the chair and 
less likely to injure your back. 

2. Back the wheels of the chair to the edge of the curb. 
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3. Plant both feet on the lower level of the curb about 18” from the bottom of the 

curb. 

4. With a straight back, lean into the chair as you pull it over the edge of the curb 
and ease the wheels to the ground. 

5. Tilt the chair to the balance position. 

6. Pull the chair away from the curb until you are sure the footrests will clear. 

7. Ease the front casters to the ground. 
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ASSISTING AMBULATORY MEMBERS 

Many people not confined to wheelchairs also need your assistance on the vehicle.  The 
vision-impaired may need guidance to their seats and those with mobility impairments 
may have difficulty walking.  Those with cerebral palsy may have balance problems and 
the elderly may not only have balance problems but also high anxiety about falling. 

Drivers need to be alert to situations that might require their assistance.  Below are some 
guidelines for assisting the ambulatory. 

Going Up and Down Steps 

• When assisting someone on steps position yourself below the person to put you in 
a better position to assist them if they stumble or fall. 

• Encourage the passenger to use the handrails.  Be ready to assist but give the 
member a chance to negotiate the steps themselves. 

• If a member falls or collapses toward you while being assisted on a level surface, 
brace yourself by setting one foot behind the other in case they need to be eased to 
the floor. 

• Should someone fall or collapse in a direction away from you, simply ease them 
to the floor going with the motion of the fall but breaking the impact. 

• Keep one arm around the lower back of the person and the other hand on the near 
elbow to help steady the walk. 

• When assisting someone going up steps, place both hands just above the hips 
from behind.  This will help to gently steer or boost the person. 
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DISABILITY AWARENESS 

Neuromuscular conditions resulting in motor dysfunction can be caused by disease, brain 
damage or accidents.  People with a motor dysfunction may have any or all of the 
following: 

• Difficulty with physical movement or control. 
• Paralyzed - unable to move some parts of their body. 
• Uncontrollable twitching or other movements. 
• Restricted body movement. 
• Lack of coordination/awkwardness. 
• Speech impairments 
• Mental retardation 

Some of the most common neuromuscular conditions drivers are likely to see include: 

• Cerebral palsy 
• Multiple sclerosis 
• Muscular dystrophy 

Cerebral Palsy 

More than half of the people with cerebral palsy (CP) have problems with movement, 
including: 

• Stiffness 
• Tense, contracted muscles 
• Jerky, uncontrolled movements 
• Unpredictable lurching movements 

People with CP may have a decreased sense of balance and experience problems in 
communicating. 

Multiple Sclerosis 

Multiple Sclerosis (MS) is a chronic degenerative disease of the central nervous system.  
People with MS may have very different extremes in symptoms that can change 
continuously 

Muscular Dystrophy 

Muscular dystrophy (MD) is an inherited disease that causes increasing weakness in the 
muscles.  People with MD often experience: 

• difficulty walking 
• speech problems 
• poor vision 
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Epilepsy and Seizures 

Epilepsy is a brain disorder that can result in seizures of varying degrees of seriousness. 

Types of Seizures 

Minor Seizures (Petit-Mal or Non-Convulsive) - There are three types of minor seizures: 

1. Absence Seizure - This is hard to identify because it happens so quickly.  It 
usually lasts just a few seconds and can happen up to 100 times a day.  Symptoms 
of an absence seizure include: 

• Staring into space 
• Rapid eye movements 
• Eyes rolling back into the head 

2. Simple Partial Seizure - In this type of seizure, the person is conscious of what is 
happening and can tell you that they are having a seizure.  This type of seizure 
can last anywhere from a few seconds up to two minutes.  Some of the symptoms 
of a partial seizure include: 

• Tremors or trembling along one side of the body 
• Sensory distortions 
• Hallucinations 

3. Complex Partial Seizure - In a complex partial seizure, the person’s consciousness 
is impaired for anywhere from two to ten minutes.  While not as frightening as a 
major, convulsive seizure, this type can be disturbing because its symptoms 
include inappropriate behaviors such as: 

• Aimless walking 
• Pulling at clothes 
• Smacking lips 

These symptoms can be followed by a period of confusion, indicating that there 
has been a seizure. 

Note:  Petit-Mal (minor) seizures often come in a series and can be a warning that a 
Grand Mal (major) seizure is about to occur. 

Major Seizures (Grand Mal, Convulsive or Tonic/Colonic) – This type of seizure is 
the most frightening to witness and the one that calls for the greatest management skills.  
The person having the seizure is experiencing up to 80 times the normal electrical activity 
in their brain and can have up to 10 times their normal strength during the seizure.  There 
are three stages to a major seizure: 

1. Rigid – The body becomes rigid and the person loses consciousness; 

2. Shaking - The body shakes and convulses; and 

3. Disoriented - The person regains consciousness but is confused and 
disoriented 
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Note:  Not every person goes through every stage of a major seizure.  They can have 
just the colonic stage or just the tonic stage.  They can also produce excess saliva, 
lose bowel or bladder control and/or turn bluish in color. 

In a convulsive seizure, a person may also make involuntary movements, lose their 
balance and fall, speak in a garbled, mixed-up manner, seem confused and/or experience 
weakness and tiredness when the seizure is over. 

Seizure Do’s and Don’ts (On the Vehicle) 

DO 
1. Remain calm, both for your sake and that of your other passengers; 
2. Pull your vehicle over and stop it safely; 
3. Call the dispatch center or 911 for emergency assistance; 
4. Tell your other passengers what is happening and reassure them. 
5. Clear the area around the person. 
6. Try to time the seizure.  This can be a diagnostic help if medical personnel are 

called. 
7. Let the seizure run its course. 

DON’T 
1. Put anything in the person’s mouth; 
2. Try to restrain the person in any way. 
3. Loosen the seatbelt. 

It is important to use Common Sense when you witness a seizure.  Make sure you: 

• Clear the area of curious on-lookers.  It can be very embarrassing for the person to 
come out of the seizure to find a crowd gathered around gawking. 

• At the end of the seizure, the person may be tired and confused.  It is possible the 
person may also vomit or lose bowel or bladder control so be prepared to deal 
with this possibility as efficiently and as sensitively as possible. 

Arthritis 

Arthritis is a disease that can cause swollen joints, pain and loss of movement.  People of 
all ages, even children and young adults, can develop arthritis.  There are many types of 
arthritis that are sometimes known as rheumatic diseases. 

Types 
1. Osteoarthritis - Appears to be related to overuse and abuse of the joints, often 

affecting weight-bearing joints such as hips, knees, ankles and hands. 

2. Rheumatoid Arthritis  - Thought to be hereditary-related and affects the hands, 
feet and knees. 

3. Gout - Affects men more often than women and occurs when the body is unable 
to properly dispose of uric acid, which form needle-like crystals in the joints and 
leads to severe inflammation.  Gout is thought to be the only form of arthritis that 
is related to a person’s diet. 

4. Lupus - Generally affects young women during childbearing years.  It inflames 
and damages many body tissues, joints and internal organs. 
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5. Osteoporosis - Generally affects women over the age of 60 and can cause 

fractures in the wrists, spine and hips.  Can also cause the victim to stoop over. 

6. Juvenile Arthritis - Affects about 1 out of every 1,000 children and may quiet 
down as they approach adult years. 

The arthritic member may have difficulty walking due to pain or stiffness, be unable to 
walk or have difficulty with hand functions.  Getting up from a lying or sitting position is 
often slow and painful as well. 

Mobility Impairments 

Mobility impairment refers to any condition that affects a person’s ability to move about, 
including ambulation.  These range from arthritis to disabilities such as MD, CP, 
paralysis, amputated limbs and, in some instances, stroke victims.  A person may also 
have temporary mobility impairments, such as a cast or recovering from surgery. 

Assisting Techniques 

Passengers who do not use mobility devices may still be mobility-impaired and need help 
getting on the vehicle and into and out of their seats.  Be alert and ready to help members 
if you notice they may need assistance. 

When assisting a person with a cane, let the person take your arm with his/her free hand.  
You will be able to provide support while reducing the risk of getting in the way of the 
cane. 

When passengers using walkers or canes get on a vehicle, they may want to keep the 
equipment close to them.  For reasons of safety, however, it may be necessary to store 
and secure such equipment away from the member. 

Spinal Cord Injuries 

A spinal cord injury is a condition (either injury or disease) affecting the spinal cord.  The 
level of damage will determine how much movement or feeling has been affected. 

Types 
1. Paraplegia – paralysis of both legs; 
2. Quadriplegia – paralysis of both arms and legs; 
3. Hemiplegia – paralysis on one side; 
4. Loss of Skin Sensation – may not be able to feel heat/cold or sharp objects.  Make 

sure you check the seats and cushions for sharp objects before your members get 
in the vehicle.  Do not place them in the direct line of the heat or air conditioning. 

Vision Impairment 

People with a vision disability exhibit a wide range of impairments.  Some people may 
have no sight at all while others may have limited vision.  The visually impaired may 
have the following issues: 

• A tendency to bump into things or people; 
• A tendency to miss a step or stumble over a curb; 
• Poor peripheral vision; 
• Poor direct vision. 

TN NEMT Provider Manual Page 79 
 



 
Types 

1. Diabetic Retinopathy – The most common cause of blindness in the US is diabetic 
retinopathy, or damage to small blood vessels in the eye because of the body’s 
failure to produce sufficient insulin.  This condition can be treated if diagnosed 
early. 

2. Cataracts – A clouding of the lens of the eye; can be corrected by minor surgery. 

3. Night Blindness – An inability to see in the dark. 

4. Tunnel Vision:  A loss of peripheral vision limiting their sight to only a small area 
directly in front of him/her. 

5. Glaucoma:  An increase in pressure in the eye due to faulty draining of normal 
fluids.  If caught early, glaucoma can be corrected before any damage occurs.  If 
not, permanent damage to the optic nerve can result.  Glaucoma can strike at any 
age but is more common in the over 40-age group. 

Techniques - When transporting a visually impaired person, use the following techniques 
to assist them: 

1. First ask if they need assistance; 

2. Let him/her take your arm; 

3. Use a normal tone and speed of voice and speak directly to the person; 

4. When giving directions, be as clear and specific as possible; 

5. If the member has a guide dog, do not pet the dog unless invited to do so; 

6. Use common sense and sensitivity; 

7. Notify the person if you are leaving their area 
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HEARING LOSS 

Guidelines for assisting those with Hearing Loss: 

1. Do not mistake hearing loss in the elderly for mental impairment.  In elderly 
people, hearing impairments and the confusion that often result can be mistaken 
for Alzheimer’s disease, mental illness or other mental conditions. 

2. Experiment with different pitches and levels of loudness.  Some people can 
hear at normal levels but the sound is highly distorted. Speak only slightly louder 
than normal, find the right volume level and stay at that level.  Because some 
people lose their high frequency hearing, lowering the pitch of your voice can 
help them hear you more easily. 

3. Make sure the passenger can see your face and lips.  Do not speak until a 
hearing impaired person can see you.  If necessary, touch the person’s hand to get 
their attention.  Also, never speak directly into a hearing impaired person’s ear.  
This may make it harder to hear you and prevent the person from watching your 
expressions. 

4. Speak at a normal rate.  Speak at your normal rate and avoid chewing gum, 
eating or covering your mouth with your hands while you are speaking to a 
hearing impaired individual. 

5. Say the same thing in different words.  If you suspect you are not being 
understood, rephrase your statements into shorter, simpler sentences.  Then ask 
the person a related question so you can be sure you are communicating clearly. 

6. When speaking through an interpreter, talk to the person with the hearing 
impairments, not the interpreter. 

7. Try sign language or the manual alphabet.  Also, commonly understood 
gestures (pointing, tapping your watch, counting out numbers on your fingers, 
etc.) can help with communication. 

8. Keep a pencil and notepad on the vehicle.  It may easiest to communicate with 
passengers who have hearing impairments by writing notes (although not at the 
same time you are talking).   

9. Remember, passengers with hearing impairments can have balance problems 
because of problems in the inner ear (which plays an important role in balance).  
As with other mobility impairments, avoid moving the vehicle until the person is 
safely seated. 
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SPEECH DISABILITIES 

One of the most challenging things a driver will be deal with is communicating with 
passengers with speech disabilities.  It is important that drivers use the following 
guidelines for dealing with those riders with speech impairments. 

 

1. Be honest.  Never acknowledge that you have understood what a person has said 
if, in fact, you have not. 

2. Repeat what you “thought” the person said.  This gives the passenger a chance 
to confirm or deny what you have said. 

3. Ask the person to repeat the part you are having trouble understanding.  
Remember, a person with communication difficulties is quite used to being 
misunderstood and will appreciate the fact that you are making an effort to 
understand him/her. 

4. Put the speaker at ease and do not hurry him/her.  If a person becomes tense, 
almost any type of speech impediment will become worse.  Telling the person to 
“slow down” or “take a deep breath” will not help.  If you try to hurry the person, 
he or she could become stressed which could make the stuttering worse.  It is very 
important to be calm and listen carefully. 

5. Do not assume speech impairment is mental retardation.  Some severely 
retarded people will also have speech and language impairments.  However, many 
speech-impaired members have normal to very high intelligence.  Drivers need to 
be sensitive to these differences. 

6. Remain calm and patient.  As drivers and their speech-impaired passengers 
come to know each other better, drivers will become more adept at “hearing” and 
will learn to understand their riders more easily. 
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MENTAL IMPAIRMENTS 

People who are mentally handicapped sometimes have difficulty learning information at 
the same level as non-handicapped people.  This means that they may not understand as 
quickly as other people.  How fast they learn and understand depends on the degree of 
their impairment.  A person can be mildly, moderately, severely or profoundly impaired.  
The more severely mentally handicapped a person is, the greater the possibility that he or 
she will also have other handicaps.  It is important for drivers to understand the degree of 
impairment of your passengers so that you can communicate more effectively with them. 

• Mildly retarded -They can follow several simple directions. 

• Moderately retarded - They can follow limited simply directions. 

• Severely retarded - They will need one-word commands given one at a time. Wait 
for each direction to be completed before giving the next one. 

All of us have experienced the fear that comes with being in an unfamiliar situation.  
Mentally retarded people are generally more fearful of the unknown or of new things than 
you are.  They may show this fear when they get on your van for the first time.  He or she 
may not understand that you are a nice person who is there to help them.  If you are 
friendly and courteous, all of your riders will feel at ease and come to trust and like you. 

Try to remember that, in general, Mentally Handicapped people tend to: 

• Learn more slowly; 

• Develop language skills more slowly; 

• Need shorter, simpler directions; 

• Learn from watching others; 

• Like to help. 

Guidelines for dealing with a person with mental retardation: 

• Keep your concepts clear and concise. 
• Give directions one-step at a time. 
• Ask first. 
• Do not assume that a person with mental retardation is sick. 
• Remember; responses may be slow to come. 
• Treat adults as adults. 

 

Characteristics 

People who are mentally impaired may have the following characteristics: 

• Lessened ability to give or understand directions 

TN NEMT Provider Manual Page 83 
 



 

• A lack of orientation (not aware of where they are or what time it is) 
• Agitation, excitability or lack of emotional control 
• A hard time learning and remembering rules and regulations 

When trying to empathize with the mentally impaired rider, remember: 

• Everyone has been confused or disoriented by a new situation 
• Everyone has once had a hard time following directions 
• Everyone has once had trouble finding his or her way around a new environment 
• Everyone has, at times, become agitated, irritated or excited when a familiar 

routine has suddenly been changed 

 

Assisting Techniques 

When assisting mentally impaired passengers, remember to: 

• Repeat yourself; it is often useful 
• Be patient; it is always necessary 
• Be firm; passengers may want to do things that are inappropriate or unsafe 
• Be alert to potential danger 
• Learn from family, counselors and aides 
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AGING 

Characteristics 

The special assistance needs of the elderly vary greatly from person to person.  While 
each person is unique, some characteristics of elderly people may include: 

• Decreased strength, speed and/or coordination.  Because of these and other 
physical changes, balance is often impaired and they are more likely to fall.  
Boarding and disembarking the vehicle can be particularly hazardous.  Offer your 
assistance and stay close. 

• Increase in severity of injuries when they do fall.  Because their bones can be 
more brittle than those of younger people it is important to help them avoid falls. 

• Impaired vision.  This can make it difficult to judge distances, see steps, etc.  To 
the extent possible, when assisting an elderly person on or off of a vehicle, pull 
the vehicle close to the curb so the person will not have too far to step. 

• Decreased sense of touch.  This may cause them not to notice touch and they 
may easily be burned if they sit next to a vehicle heater. 

• Memory loss/confusion.  Age is sometimes accompanied by occasional 
confusion and loss of memory.  Do not lose patience with the elderly; respectfully 
try to help them get oriented. 

• Sensitivity to heat and cold.  Elderly people are particularly at risk for 
hypothermia, a condition in which a person suffers permanent damage or even 
death because of cold.  If the vehicle is not well heated or you must turn off the 
heat for some reason, be sure any elderly passengers on board are well covered.  
Similarly, elderly passengers can have trouble with excessive heat.  In summer, 
keep the vehicle air-conditioned, park in the shade, seat passengers on the shady 
side of the vehicle, etc. 

• Isolation.  Sometimes the driver may be the only person who sees the elderly 
passenger regularly.  By being alert to changes in the member’s appearance or 
condition, the driver may be able to notify dispatchers about possible health 
problems. 
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ALZHEIMER’S DISEASE 

Alzheimer’s disease (AD) can affect memory, speech and other intellectual skills.  People 
with this disease often experience changes in their mood, personality and behavior.  They 
also may get very upset, fearful and/or confused.  The following information will help the 
driver more effectively serve the member with Alzheimer’s disease. 

Alzheimer’s is not: 

• A natural part of aging 
• Curable 
• A mental illness 
• Contagious 

Guidelines 

• Because of memory loss, it is often necessary to repeat information to the AD 
member, even to the extent of telling them their address, where they are going, 
who they are meeting, etc. 

• Sometimes people with AD tend to wander off.  Drivers need to be careful of the 
AD member so they do not get lost or wander into traffic.  Drivers need to also 
make certain these members actually get inside his/her destination. 

• Many people with AD wear bracelets identifying their condition and giving their 
names and addresses.  If the person seems lost, drivers can check the bracelet for 
information that will help you notify a responsible person. 

• Dispatchers should be certain that they have a complete and accurate destination 
and return address for any passengers they know have AD. 

• When dropping the passenger off for a doctor’s appointment, let the receptionist 
know what time you will be back so the receptionist can remind the person later. 

• When possible, have the passenger sit near the driver. 

• Do not reprimand these passengers for inappropriate behavior because they may 
not understand what they have done.  Instead, talk to the supervisor and staff of 
the facility where they live or with one of the passengers’ relatives about any 
problems serving the passenger. 
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HIDDEN DISABILITIES 

Many disabling conditions are not immediately apparent to drivers.  Some of these 
conditions include: 

Acquired Immune Deficiency Syndrome (AIDS) 

• AIDS is characterized by a defect in the body’s natural immune system. People 
who have AIDS are vulnerable to serious illnesses that would not be a threat to 
others whose immune system is functioning normally. 

• The virus that causes AIDS, Human Immunodeficiency Virus (HIV), is 
transmitted through sexual contact, exposure to infected blood or transferred from 
mother to child in the womb.  HIV is not transmitted through casual contact or 
breathing the same air.  Having a person with AIDS on the vehicle does not 
endanger the driver or the other passengers. 

• Some people often reject AIDS members.  Usually driver courtesy and concern 
will be deeply appreciated. 

The one way in which you might be at risk of contracting AIDS is if a passenger with 
AIDS is cut and bleeding.  If this happens, get qualified medical help immediately and 
avoid contact with the passenger’s blood. 

Cardiovascular Disease 

• Even though you may not be able to tell that the passenger has cardiovascular, or 
heart, disease, he or she may have trouble moving quickly.  These passengers may 
need extra time to get on and off a vehicle. 

• People with cardiovascular disease may require extra patience on your part, since 
they may be fearful of any physical activity. 

• Watch for signs of discomfort:  sweating, grimaces, fidgeting, etc.  Signs of 
indigestion (taking antacids, for example) may be the first indication of a heart 
attack or angina (chest pain). 

Respiratory Disorders 

• Emphysema, bronchial asthma and some allergies are examples of respiratory 
disorders. 

• If a passenger has a respiratory attack, he/she probably knows the best way to deal 
with it.  The most helpful thing you can do is to remain calm and to encourage 
other passengers also to remain calm. 

• Keep the air in the vehicle as clean and cool as possible.  Closing the windows 
and using air conditioning helps keep the air clean.  Never smoke in the vehicle. 
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• If you handle a passenger’s breathing equipment, carry the tank carefully, storing 
or securing it carefully so it won’t fall over and become a safety hazard. 

Kidney Dialysis Treatment 

People who go through kidney dialysis treatment can be extremely weak and feel ill upon 
completion of treatment.  Make absolutely certain that individuals who have undergone 
this treatment receive assistance (if they need it) and are as comfortable as possible. 
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ACCIDENTS & EMERGENCIES 

Policies & Procedures 

All NEMT providers should have very clear, specific, written procedures for drivers to 
follow in the event of an accident or other emergency.  Dispatchers must also be trained 
in these policies.  The driver is likely to be rattled in a serious accident and the dispatcher 
can help by reviewing procedures clearly.  The more training drivers have in emergencies 
and first aid, the calmer and more competent they will be in an accident. 

Two-Way Communication  

All NEMT provider vehicles should be equipped with two-way communication devices 
so that professional medical assistance can be called immediately in an emergency.   

First Aid Kit and Fire Extinguisher  

All vehicles must have a first aid kit and fire extinguisher.  Drivers should regularly 
check to be certain that the kit is in good order and has everything needed for emergency 
first aid.  They should also be trained in operating the fire extinguisher. 

First Aid Procedures 
All NEMT drivers must be trained in emergency first aid procedures.  The following are 
some basic first aid procedures for drivers to review. 

In an accident: 

• Move quickly.  The first few minutes are crucial 

• Follow company procedures but make sure that 911 is called 

• Flag down approaching vehicle(s) to get help 

• Have other motorists “protect” the scene while you check passengers for injuries 
and reassure them 

Protecting the Scene of an Accident 

It is important to “protect” the scene of the accident.  Other motorists can assist with this 
leaving the driver free to take care of passengers.  Protecting the accident scene is 
extremely important in preventing further injuries.  Use the following steps to protect the 
scene of the accident: 

• Place warning flares at each end of the accident area if possible 

• Direct traffic around or away from the accident area 

• Check for gasoline spills, have a fire extinguisher handy and make sure no one 
smokes 

• Keep people away from the accident 
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• Try to ensure that only people trained in first aid help the injured 

Checking for Injuries 

All injuries are serious and need attention.  Drivers need to learn to recognize those 
situations that are life threatening and the techniques to be used.  Below are some 
guidelines for use in evaluating injuries. 

• A person ejected from a vehicle is apt to be the most seriously injured 

• Extremely critical situations include: 

o Loss of consciousness 
o Head injuries 
o Bleeding 
o Shock 
o Not breathing 
o Loss of consciousness 
 

Do not move the injured unless you have to.  Moving an accident victim with a head or 
neck injury can increase the chance for paralysis.  Check the injured for shock. 

If possible, notify the police or dispatcher of the type and extent of injuries to help them 
be prepared.  They will know what kind of help to send and how many ambulances are 
needed. 

Loss of Consciousness 

• Be sure the air passage is open.  Make sure the tongue is not blocking the air 
passage.  However, do not stick your finger down the throat; this would only push 
an obstruction farther down 

• You can tip the victim’s head back to improve airflow but ONLY IF THERE IS 
NO POSSIBILITY OF A HEAD OR NECK INJURY 

• If there is blood in the mouth or vomiting, turn the head to the side. Again, be 
alert for possible head and neck injuries 

Head Injuries – Head injuries will not always be visible.  The following are some 
guidelines for identifying them: 

• Check for bleeding 

• Watch for signs of concussion (dilated pupils, nausea, dizziness, loss of 
consciousness, fluid running from ears, swelling) 

• Always suspect a neck injury if there is a head injury 

• Leave the injured where they are if at all possible 

 

Controlling Bleeding 

Bleeding can be controlled in several ways: 
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• Apply direct pressure over the wound with a clean cloth.  If the cloth becomes 
soaked, do not remove it.  Just place a new cloth on top of the other one. 

• Direct pressure can also be applied by placing the flat side of your fingers directly 
over the wound 

• Raising the bleeding area will slow the bleeding 

Treating Shock 

A person in shock will be cold, clammy and pale and will have a rapid, weak pulse.  
When you suspect someone is in shock, you should: 

• Loosen the victim’s clothing 

• Keep the person lying down 

• Cover the person to preserve body heat 

• Talk to the injured person and provide reassurance that help is coming 

When emergency help arrives, you should: 

• Tell them what types of injuries you suspect 

• Tell then what first aid you have given 

• Direct them to the most seriously injured person first 

Whenever there has been an accident, people tend to panic.  This does not help anyone 
and wastes valuable time.  Knowing what to do can help reduce the feeling of panic.   
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BEHAVIOR MANAGEMENT 

Social and emotional disabilities refer to behavior, something that can be observed.  
Behavior can be inwardly or outwardly directed. 

Outwardly Directed – Behavior that is outwardly directed is disturbing to others and to 
the environment around the person.  When inappropriate behavior occurs on your vehicle 
you must do something to stop or change the behavior.  You can gain control of the 
situation by directing a rider’s undesirable behavior away from riders towards you as the 
receiver of that behavior.  It is usually helpful to attempt to determine the cause of the 
behavior and whom the behavior is being directed toward. 

One way to discourage undesirable behavior is to ignore it.  If you choose this method, 
you should be aware of the following: 

• The behavior will probably get worse before it gets better; be sure you can wait it 
out 

• It is important that everyone ignore the behavior before it will go away.  If you 
ignore a member’s behavior and the rest of your passengers laugh, this method will 
not work 

Inwardly Directed 

• Such behavior does not involve other people but can also be inappropriate or 
disruptive.  It may appear that the member is unaware of his/her surroundings. 

• They may talk to themselves or repeat certain phrases over and over.  Do not 
become alarmed; this person is not psychotic.  The rider may be repeating phrases 
from conversations that were overheard or a catchy phrase picked up from his/her 
environment. 

• It is possible that the member’s strange talk is self-motivated, or created in his/her 
own mind for his/her own amusement. 

Inwardly directed behavior can be more difficult to manage since the driver is not able to 
redirect the behavior toward him/her.  Do not worry too much about a member’s 
inwardly directed behavior unless the member becomes significantly agitated and/or 
begins to produce self-destructive behavior.  In this instance, it is important to notify the 
serving agency or the family as soon as possible and let them know what behavior you 
are seeing. 

The environment can also have a profound effect on one’s behavior.  When a member 
gets on the van, he may have come from an environment that was very disturbing and 
could bring that problem onto the van.  By being alert and paying attention to a member’s 
mood, a driver will be able to alert caretakers to potential problems, both at home and 
away from home. 
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The atmosphere on a vehicle can also affect the behavior of passengers and should be 
kept neat, clean and in good shape.  This sends a message to riders about the driver’s 
attitude and they will respond.  They will come to appreciate its cleanliness and comfort.   

It is important to remember that you are a part of the environment of your vehicle.  If you 
are cheerful, chances are that your passengers will be cheerful too.  How you talk with 
them and respond to their needs tells them whether or not your vehicle is a safe, 
comfortable place to travel in. 
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