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2.1 INTRODUCTION 
 

The Area Agency on Aging of Western Arkansas, Inc. (AAAWA) proposal will demonstrate 

that this Agency contains the infrastructure, the capacity, and most importantly the expertise 

needed to effectively and efficiently administer the Arkansas NET Program. In selecting AAAWA, 

DHS/DMS will have a strong partner that is committed to excellence and serving Arkansas and 

its beneficiaries. We will continue to provide our proven NET approach to the regions we are 

awarded, while delivering superior customer service and satisfaction. 

AAAWA is an Arkansas based 501-3c Corporation that has been in business since 1979. We 

employ over 600 staff members across 30 counties in Arkansas. Over 250 personnel (part time 

and full-time staff) work in the NET division of the organization. AAAWA is diverse in our 

operations providing a variety of services to residents of Arkansas. AAAWA is a licensed home 

health, hospice, and non-skilled care provider in addition to being a Non-Emergency 

Transportation service provider. AAAWA is the only home health agency in our region that 

provides in home services to pediatric clients as well as adults. Additionally, we subcontract 

with 21 Senior Centers in 8 counties and serve as the grant administrator for the meal programs 

for seniors. AAAWA is unique from other organizations competing for the NET contract, in that 

we see first-hand the importance of the NET services and that those services be dependable. It 

is our mission to provide services that promotes a healthy, independent, quality living in the 

home.  

Mrs. Jennifer Hallum leads the organization. She has served as CEO and President of 

AAAWA since 2015. Through Mrs. Hallum and the Board of Directors there has been a strategic 

plan preparing the foundation to grow the organization. In 2017, two of the revenue streams 

experienced a growth in revenue and net income, which facilitated growth in capital. This 

increase in liquid assets will continue in the coming years and further solidify our future as a 

strong competitor. Under her direction, the agency is poised to take advantage of economic 

and entrepreneurial opportunities in the future. Mrs. Hallum brought with her to AAAWA 25 

years of accounting, audit, banking experience, as well as 10 years of management experience. 

Mrs. Dina Newman is the Transportation Project Director and Safety Officer of the AAAWA 

NET program. She has managed the department of over 250 staff for the last 10 years and came 

to AAAWA with nearly 20 years of experience in fleet maintenance and management. She has 

led her team through two separate region takeovers in the last 5 years. Both acquisitions were 

performed within 30 days of notification. She and her team have proven they have the 

leadership and management expertise as evidenced with AAAWA’s on-time rating of 92% in 

2017 as was published in the AFMC report card. 
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Mr. David Joplin has 2 years with AAAWA as the Quality Assurance manager and 

Investigator and Trainer. He is responsible for ensuring compliance with Federal, State and 

Local regulations as well as AAAWA policies in addition to investigating complaints, accidents, 

and incidents. Mr. Joplin is responsible for the Agency training programing for all new NET staff 

including drivers and attendants as well as on-going training throughout the year. 

 

 AAAWA agrees that services include but are not limited to: 

 Provision of safe and appropriate transportation 

 Adherence to program guidelines 

 Provision of an efficient reservation and trip assignment process 

 Recruitment, training, and negotiation with subcontractors 

 Submission of accurate and timely encounter (trip) data 

 Assurance of quality service 

 Provision of administrative oversight and reporting 

 

A. Provision of Safe and Appropriate Transportation 

In all cases AAAWA will provide the most appropriate and safe service to meet the 

beneficiary’s health needs. Upon completing the customized call script, determination will be 

made for the best possible level of transportation for each call whether one-time appointments 

or re-occurring (standing) appointments. Special consideration is given to the standing orders in 

order to keep them with the same provider/driver if possible. 

 AAAWA uses proven gatekeeping methodologies to make determination regarding the 

most appropriate, least costly mode of transportation for eligible Medicaid beneficiaries. 

Following the customized call script, CSR’s will interview the Medicaid beneficiary to determine 

their eligibility for NET. If the appointment is to a Medicaid covered service, and their access is 

available, the most appropriate, least costly mode of transportation will be determined, and the 

trip assigned. 

 

 

B. Adherence to Program Guidelines 

Area Agency on Aging of Western Arkansas uses proven gatekeeping methodologies to 

make determinations regarding the beneficiary’s need for NET services in accordance with 

contract guidelines by: 

1. Identifying the beneficiary’s authorized representative(s). Minimum (2) 
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2. Verifying the beneficiary eligibility (See script on Pages 32-33) 

3. Determining the beneficiary’s level of mobility and functional 

independence to determine the best mode of transportation needed 

including special needs both physical and mental. 

Determinations are made based on the beneficiary’s individual circumstances.  
The beneficiary is informed about the options of fuel reimbursement if available in their region, 
and any public transportation in their area. Area Agency on Aging of Western Arkansas, Inc. will 
choose the most cost-effective mode of transportation based on where the beneficiary is 
located and assign the trip. 
 

 

C. Provision of an Efficient Reservation and Trip Assignment Process 

Area Agency on Aging of Western Arkansas has invested a significant amount of  

resources on the development of Transportation Scheduler (Section 2.4.E.6 Page 75). This 

proprietary software is the platform AAAWA staff use for trip management, accounting, and 

billing for Non-Emergency Medical Transportation. With an extremely user-friendly interface, 

our staff can easily manage and maintain providers/facilities, clients, drivers, vehicles, 

reservations, and billing. 

 

D. Recruitment, Training, and Negotiation with Subcontractors 

We constantly recruit new subcontractors around our current regions which we  

provide training and oversee their delivery in accordance to contract guidelines. This past year 

we added two (2) new subcontractors to our network. Our Agency has proven that we are able 

to solicit providers to partner with us. This coupled with our own company owned fleet 

provides that extra assurance we are committed to Arkansas and that we are able to serve our 

clients well and successfully. 

 

E. Submission of Accurate and Timely Encounter (Trip) Data 

AAAWA has a highly trained financial and billing staff to ensure timely encounter  

trip data. This includes the processing of all claims, compliance for reporting fraud, abuse, and 

noncompliance issues, Daily, Monthly, Quarterly, and Annual State Reporting.  
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F. Assurance of Quality Services 

AAAWA sets our Agency apart from all other Brokers in the State through our  

Assurance of Quality Service. Our Quality Assurance Plan (QAP) meets the requirements of the 

Department of Human Services/Division of Medical Services (DHS/DMS) for Non-Emergency 

Medical Transportation Services (NET). Please see the following section for our QAP (Section 

2.4.E.7 Page 82). Our plan ensures compliance with all requisite contract documents, codes and 

standards during the design, installation and test phases of the project. 

The plan will ensure that policies are in accordance with contractual requirements. 

Following the plan will allow for early detection and correction of potential problems, minimize 

costs and prevent delays. The plan includes a uniform system of documentation that allows 

easy access for audit and evaluation of adherence to the plan for specific projects(s). 

This plan is integral to the AAAWA commitment to improve efficiency, quality, service, and 

management company wide. The plan is critical to the development of a management 

environment that produces excellence and accountability. Use and implementation of this QAP 

will enable the AAAWA to meet the present and future transportation needs of the NET 

program and any other transportation programs. 

 

G. Provision of Administrative Oversight and Reporting 

Area Agency on Aging of western Arkansas understands the Broker is responsible for the 

 management of overall day-to-day operations necessary for the delivery of NET services and 

the maintenance of appropriate records and system of accountability to report to DMS and 

respond to the terms of the contract. 

 

AAAWA has the experience and developed level of expertise surrounding the NET  

program services. Or team understands that clear communication is necessary between all 

parties to ensure our recipients receive the safe, reliable transportation that they deserve. 

 

As AAAWA has done since the beginning of the program, we will maintain close  

administrative oversight of the program. AAAWA will continue to have direct control of all 

aspects of the program and monitor the service on a daily basis. We will continue to use 

standard passenger transportation procedures, which are tried and true to monitor and 

manage service, drivers, and vehicles. 
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2.1.1 Executive Summary 

Area Agency on Aging of Western Arkansas, Inc. (AAAWA) is delighted to submit a proposal 

to the Arkansas Department of Human Services and Division of Medical Services for the Non- 

Emergency Medical Transportation Services (NET) in accordance with the Program Guidelines 

specifications of IFB #710-18-1025.  As a long time broker in the state of Arkansas that is 

currently serving Regions (1), (3) , (5), and (6), we are confident that we are familiar with the 

needs of the clients, evidenced by a published track record of providing service that is on time, 

efficient for the taxpayer, while maintaining quality customer service to the client. We are one 

of the top NET brokers in the State based on annual trip volume as was reported by AFMC in 

the most recent Quarterly Net Program Performance Profile. We currently have and will 

continue to have an efficient reservation and trip assignment process.  We should surpass all 

other providers in the mileage for 2018. As of March 2018, we have provided approximately 

30% of the total trips made through the first quarter of the year.  See the graph below (Figure 

2.1.1 Page 10) detailing the number of trips by broker.  

 

Figure 2.1.1 – 2018 1st Quarter NET trips by broker 
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A. Area Agency on Aging Organizational Chart (Figure 2.1.1.A) 

 

 

 

 

Figure 2.1.1.A Organizational Chart 
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 Area Agency on Aging Corporate Executive Team 

The following tables describe roles and responsibilities each executive member proudly 

carry out at Area Agency.   

Area Agency on Aging of Western Arkansas, Inc. Corporate Staff Roles and Responsibilities 

Name/Position Roles and Responsibilities 

 

 

Jennifer Hallum 
President/CEO 

 

As the President/Chief Executive Officer (CEO), Mrs. Hallum is responsible for 

developing the corporation’s strategic annual planning, government 

relations, establishing long- range goals as well as all executive-level 

management functions including but not limited to: 

 Approving and authorizing all corporate and operational policies and 

procedures. 

 Directing corporate business strategy and new business 

development. 

 Authorizing bank accounts, loans, lines of credit, bonds (when 

required) and other financial instruments. 

 Plan, develop, organize, implement, direct and evaluate the 

organization’s fiscal function and performance. 

 Establishing binding agreements and contracts with governmental 

agencies, vendors, and subcontractors. 

 Evaluate and advise on the impact of long-range planning, 

introduction of new programs/strategies and new business 

development. 

 Developing corporate mission, vision, and values. 

 Development of Capital Investment Plan.  

 Oversight of budget process, approval, and monitoring though out 

the year.   

 Providing strategic financial guidance.   

 Initiating appropriate strategies to enhance cash position. 

 Overseeing the development of reliable cash flow projections 

process and reports, which include minimum cash threshold to meet 

operating needs. 

 Approving all capital purchases and lease agreements. 

 Managing the executive leadership. 
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Area Agency on Aging of Western Arkansas, Inc. Corporate Staff Roles and Responsibilities 

Name/Position Roles and Responsibilities 

Dina Newman 
Transportation Project 

Director 
Safety Officer 

 
 

 
 

Reporting to the President/CEO, the Transportation Project Director is 

responsible for overseeing the internal and external operational functions, as 

well as for executing the following tasks: 

 Developing and overseeing NET contract implementation plans. 

 Managing the Transportation Leadership Team 

 Overall management and oversight of AAAWA Arkansas 

Transportation Programs. 

 Coordinating project resources. 

 Overseeing the development and revising policies and procedures to 

AAAWA NET Manual as regulations or implementing contract 

requirements change. 

 Reporting key milestones monthly to CEO, Compliance Committee, 

and the Board of Directors. 

 Oversight of tracking of incidents, accidents, and complaints. 

 Troubleshooting challenges or concerns. 

 Assessing performance objectives. 

 Implementing and oversight of productivity, quality, and customer-

service standards. 

 Point of Contact for DHS, DMS, and AFMC. 

 Point of contact for all sub-contractor relations, rates, and contracts. 

 Soliciting new partnerships and new sub-contractor relationships. 

 Approving NET Sub-contract agreements. 

 Evaluate and Oversee NET subcontractor’s compliance to contract. 

 Oversight of contractual requirements of NET contract. 

 Oversight of NET Program expansions. 

 Oversight of accurate monthly reporting. 

 Coordinating communication with state agencies, transportation 

sub-contractors, and NET beneficiaries. 

 Oversees large capital purchase needs to be requested to CEO and 

the Board.  

 Oversight of safety and security program, including reporting. 

 

 

 

 

 

 

 

 

 

 



Area Agency on Aging of Western Arkansas               

Arkansas Non-Emergency Transportation Services (NET) IFB: 710-18-1025 

                                  14 | P a g e  

 

Area Agency on Aging of Western Arkansas, Inc. Corporate Staff Roles and Responsibilities 

Name/Position Roles and Responsibilities 

 
 
 
 
 
 
 
 
 

David Joplin 
Quality Assurance 

Manager 
Investigator and Trainer 

 
 

 
 
 
 
 
 
 

 
 
 
 

Reporting to the Director of Transportation, the Quality Assurance Manager 

Investigator Trainer is responsible for ensuring compliance with Federal, 

State, and Local regulations as well as AAAWA policies.  Specific tasks include 

but are not limited to: 

 Manage the Arkansas Foundation for Medical Care Portal for Non-

Emergency Transportation driver and vehicle compliance 

 Manage the day to day activity of Vehicle Inspectors 

 Monthly tracking and review of complaints received for 

transportation 

 Monthly tracking of fleet maintenance 

 Manage the GPS fleet management program 

 Track as well as conduct new employee driver/attendant training 

 Monthly internal compliance reporting for activities directly 

associated with NET 

 Manage and investigate complaints, accidents, and incidents with 

reporting to transportation project director.  
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Area Agency on Aging of Western Arkansas, Inc. Corporate Staff Roles and Responsibilities 

Name/Position Roles and Responsibilities 

 
 

Sheri Rudd 
Information Technology 

Supervisor 

 
 
 

 

 

 
 

Reporting to the President/CEO, the Information Technology Supervisor is 

responsible for implementing and maintaining all corporate and business 

office/call center telecommunications and information technology (IT) 

systems as all IT functions including but not limited to: 

 

 Providing operational oversight and control information technology 

infrastructure. 

 Serving as the principal liaison with hardware and software 

vendors. 

 Procuring hardware and software systems. 

 Overseeing tablet device provision services. 

 Managing data and generating reports. 

 Providing analysis and recommendations related to new technology 

implementation. 

 Supervising I.T. employees in accordance with organizational 

policies and goals.  

 Ensuring proper functioning of the organization’s information 

systems and performing upgrades as necessary. 

 Directing computer equipment, hardware, and software updates to 

meeting organizational needs. 

 Ensuring that proper support is available for all activities the 

information technology environment and adequate skilled 

resources are present to ensure smooth functioning. 

 Directing the work of IT personnel, setting priorities, and 

coordinating activities within the department. 

 Identifying and ensuring staff development programs. 

 Determining system reload and backup procedures for database 

and critical applications. 

 Monitoring and maintaining mainframe systems. 

 Coordinating local and remote network equipment testing. 

 Overseeing equipment repair, repair for remedy failures, cable 

replacement and repair, replacement of information technology 

components. 

 Preparing and installing network software. 

 Diagnosing and resolving problems with malfunctioning 

components. 

 Maintaining data communication networks. 
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2.2 SERVICE DELIVERY LOCATION 

AAAWA’S corporate transportation office is located on the 4th floor of our corporate office 

located at 524 Garrison Avenue in historical downtown Fort Smith. Our hours of operation are 

7:30 a.m. until 5:30 p.m., Monday through Friday, except on days recognized as state holidays. 

Additionally, we have offices in Russellville, Searcy, and Fayetteville to serve the needs of those 

areas. 

In all locations, AAAWA will provide reservations and scheduling services from 8:00 a.m. to 

5:00 p.m. A member of the transportation staff is on duty 24 hours per day, 7 days a week in 

case of emergencies. Transportation services for beneficiaries who require necessary regular 

medical care, such as dialysis and cancer patients, will be provided on Saturdays from 8:00 a.m. 

to 5:00 p.m. as predicated on the need of the beneficiary. 

In the event of inclement weather, the beneficiaries will be notified by the drivers the status 

of their trips and Arkansas Foundation Medical Care will be notified of cancelled or delayed 

routes due to weather.  

 

2.3 MINIMUM QUALIFICATION  
 

A. AAAWA History of Reliable Service 

Area Agency has provided the NET services in Arkansas for 20 years.  During that time, we 

have proven our long-lasting commitment to Arkansas, evidenced by our willingness to expand 

when asked by DHS because previous providers left the state on short notice. Additionally, we 

have an efficient model that continues to service clients with outstanding customer service. The 

most recent report AFMC Program Performance Profile indicates we have the top on time pick 

up and drop off percentages.  

 Qualifications and Experience 

Area Agency on Aging of Western Arkansas, Inc. has multiple NET contracts of the same 

scope with DHS/DMS. We operate 4 NET regions in the State of Arkansas as well as contracts 

with the Arkansas Highway and Transportation Department to provide transportation in rural 

communities.  Our four (4) Arkansas call centers receive approximately 456,000 calls per year 

but capability and the infrastructure to increase this amount if AAAWA were to expand.   We 

currently sub-contract with 12 transportation providers who are all from the state of Arkansas. 

AAAWA employs 225 drivers and 20 attendants. However, with our sub-contractors we have a 

combined total of 600 drivers, 70 attendants, and approximately 400 provider vans that 
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includes our Agency fleet of nearly 300 vehicles that are ready to step in when needed unlike 

the pure brokers who do not own their own fleet nor have assets in the state of Arkansas. Our 

Agency has been providing safe, reliable, and efficient transportation for twenty (20) years 

giving us the experience needed to provide what DMS is seeking in a transportation provider.  

Please see the list below of examples of previous/current contract managers that can verify 

qualifying experience.  

Contract Managers 

Name Phone Number Email Address 

Beth Rendon: Cossatot Senior 

Activity Center 

870-385-2373 cossatotseniors@windstream.net  

Kristen Robertson: Heritage 

Village of Barling, Booneville, and 

Paris 

479-459-8486 HVBApartments@gmail.com 

Katie Raines: BOST 479-755-7305 kmraines@bost.org  

 

 Relevant Experience to Same/Similar, Type, Size, and Scope NET Projects 

The following table (Table 2.3.A.2 Page 18) and narratives provide a summary of AAAWAs’ 

current Medicaid NET contracts that are most similar to the Scope of Work as outlined in the 

DHS/DMS NET IFP. In each of our contracts, we developed and enhanced our NET program 

management best practices. Some are unique to the specific contract; while most can be 

implemented throughout our NET contracts so all our clients benefit from our program 

improvements. 

 

 

 

 

 

 

mailto:cossatotseniors@windstream.net
mailto:HVBApartments@gmail.com
mailto:kmraines@bost.org
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Table 2.3.A.2:  Arkansas Department of Human Services/Division of Medical Services 

Contracts 

Contracting Entity Region Eligible Members Annual NET Trips 

 

Arkansas Department of 

Human Services / Medical 

Services (Medicaid) 

1 148,263 

 

195,566 

Arkansas Department of 

Human Services / Medical 

Services (Medicaid) 

3 76,361 153,227 

Arkansas Department of 

Human Services / Medical 

Services (Medicaid) 

5 116,615 

 

142,120 

Arkansas Department of 

Human Services / Medical 

Services (Medicaid) 

6 10,490 10,638 

Total Annual NET Arkansas Trips                                                                        501,551 

 

 Arkansas Medicaid Experience.  

Area Agency on Aging of Western Arkansas, Inc. is contracted with the Arkansas 

Department of Human Services/Division of Medical Services as the Medicaid NET Broker in (4) 

regions: 1,3,5, and 6. Our Agency has had the contract in Region 5 and 6 since 1998. We have 

been the broker in region 3 since 2012.  The implementation was successful with no complaints 

of service. In February 2017, we were notified that we had not won any regions we had bid 

though we had the experience and were considerably more affordable to the taxpayer. The day 

after we learned of this, we began making plans to use our vans in other area of service. 

However, in May we were notified not only could we renew our contract but were given the 

opportunity to take another region that being region (1). We were quick to secure contracts 

with 12 new providers in that area, purchase vans, and began hiring staff immediately. It is that 

type of commitment AAAWA has to Arkansas Medicaid/ DMS/ NET program and to the 600 plus 

Arkansans we employ.    
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Our Agency has proven that we are able to solicit providers to partner with us. This coupled 

with our own company owned fleet provides that extra assurance we are committed to 

Arkansas and that we are able to serve our clients well.   

 Our strong relationships with the medical facilities we serve is something we strive to 

improve on daily. Because we employ staff in every region, we are familiar with the area, the 

people, the other stakeholders. Working hand in hand with the facilities and families of our 

recipients, we were able to work together to make the transition as seamless as possible.  

Our Agency is 100% debt free, which demonstrates our financial stability but also allows 

our NET department freedom to locate and purchase vans as needed. With our 20 year’ 

experience providing Non-Emergency Medical Transportation within the State of Arkansas, we 

understand the areas we serve, and the priorities put in place by Medicaid to ensure safe 

reliable transportation. 

 Proven Leadership Team 

AAAWA employs the most qualified individuals to serve as part of the AAAWA 

Transportation Leadership team.  In addition to Dina Newman, the leadership team includes 

the following team members. These individuals bring 50 years of combined transportation 

service experience to the AAAWA NET program.   

 Fancy Seratt: Assistant Transportation Project Director and Region 1 

Transportation Coordinator 

 David Joplin: Quality Assurance Manager / Investigator and Trainer 

 Tammy Stipes: Transportation Coordinator Region 3 

 Linda Sanders: Transportation Coordinator Region 6 

 Jerri Munholland: Transportation Coordinator Region 5 / Investigator 

 Kristy Whisenhunt: Assistant Transportation Coordinator Region 5 

 

 Experience Providing Quality and Safe Medicaid Transportation 

Area Agency on Aging of Western Arkansas, Inc. has held our NET contract full-service, 

at risk contracts in (4) regions of the state which covers 30 counties in the state of Arkansas.   

The following table (Table 2.3.A.5 Page 20-22) demonstrates the scope of services we provide 

that at a minimum meet and in most cases exceed the DHS/DMS NET IFP requirements. 
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Table 2.3.A.5 Scope of Services Performed on Current NET Contracts 

Call Center Services  Call center located in EVERY contracted Region for maximum 
efficiency. Our main call center is at the Corporate 
Headquarters in Fort Smith, but each region can be reached 
individually, or calls transferred to the region needed.  

 Gate Keeping- to assure the beneficiary meets eligibility, 
medical necessity and transportation needs 

 Authorize, schedule and assign trips via custom software 

 Determine most cost-effective transportation including 
routing, provider, fuel reimbursement 

 Verify trip distance via mapping for accurate trip distance 
cost determination using geo-coding 

 24/7 Hour on Call staff for Emergencies 

 Urgent Care Dispatching for Hospital discharges and urgent 
care doctor requested follow ups 

Information Technology  Custom designed NET management software with 
customization capabilities for specific contract requirements 

 Currently 50% of our Agency owned Vans have installed 

Network Fleet. That allows for GPS tracking of the van i.e. 

speed, location of the van, and drivers overall driving 

behavior. 

 Telecommunications systems utilizing the latest VoIP (voice 

over) to ensure efficiency and stability. 

Transportation Provider 

Network 

 Already established comprehensive network of 
transportation providers in addition to AAAWA Fleet of 300 
vehicles stationed in each region. 

 Coordinated efforts with local, community, and transit 
agencies including ATA, CTAA, NADTC, Federal Transit 
Administration for Safety Oversight 

 Contracts requiring strict adherence to program 
requirements for quality and safety standards 

 NET Provider Assistance Program 

 Provide Safety training for drivers and attendants including 
Defensive Driving, Distracted Driving, and Abuse training free 
of charge 

 Monthly Vehicle Inspection by one of 3 Inspectors for every 
vehicle listed on the provider fleet listing and updating AFMC 
portal 

 Administer Fuel Reimbursement Program 

 Controlled use of transportation coordinator operated 
vehicles in addition to our Agency owned fleet  
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Table 2.3.A.5 Scope of Services Performed on Current NET Contracts 

Compliance  Credentialing for all transportation providers prior to 
admission to the Agency Provider Network including 
expirations, certifications and credentialing required by 
contract 

 Criminal Background, Motor Vehicle, Drug, Adult 
Maltreatment, Child Maltreatment, Current Driver License, 
CPR, Defensive Driving Certification, Pass Certification, ADA 
training, Drug and Alcohol Training, Distracted Driver 
Certification,  

 Liability Insurance monitoring to meet required standards 

 Monthly, Annual, and Unannounced Vehicle Inspection and 
Monitoring 

 Facility and field monitoring of service delivery 

Net Training  Multiple Certified Instructors 

 1 Week Intensive Classroom Training for Drivers/Attendants 

 2 Weeks of driver training minimum 

 Multiple testing for drivers/attendants 

 PASS certification 

 Defensive Driving Class 

 Distracted Driving Course 

 Passenger Assistance 

 Child Safety Seat Class 

 First Aid/CPR certified 

 Wheelchair Lift Operation including all ADA requirement 
classroom time with certification testing 

 Passenger Sensitivity and Assistance 

 Quarterly training for ongoing training including inclement 
weather driving, cross walk safety, video training showing 
distracted driver, Certified Trainer with Philadelphia 
Insurance provides safety training yearly 

 Training on Mobile Technology 
  

Quality Assurance 

Management 

 Complaint Hotline direct to AAAWA to Compliance Officer 
844-689-3912 

 Full Time Quality Assurance Manager  

 Monthly Safety and Quality Assurance meetings 

 Full Time Credentialing and Quality Assurance Manager 

 Beneficiary Satisfaction surveys 
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Table 2.3.A.5 Scope of Services Performed on Current NET Contracts 

 Provider Quality Control Inspector- Investigator to determine 
resolution of complaints, review of video logs, alerts from 
Network Fleet, and report results quarterly beneficiary 
satisfaction survey report and other monitoring. 

 

Administrative 

Reporting 

 NET Provider Billing/Payment Oversight and dispersing of 
funds  

 Processing of all claims 

 Compliance hotline for reporting fraud, abuse, and non- 
compliance issues with AFMC 

 Capture data and perform Statistical analysis 

 Custom Report Capabilities both Standard and Custom 

 Daily, Monthly, Quarterly, and Annual State Reporting 

Safety  N Vision Trailblazer Electronic Deer Alert 

 Safety Officer to track all driver training components  

 Designated Trainers to Mentor new Drivers 

 Investigator pulls random video logs and 100% of videos of 
rides with children 

 Video Cameras in all vans 
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B. Resumes of Project Director/Safety Officer & Quality Assurance Manager/Trainer 
 

 

 

Dina S. Newman, Project Director and Safety Officer 
3886 E. State Hwy 197, Subiaco, AR  72865 
dnewman@agingwest.org 
479-652-5619 
 

 

Experience  
 

2009 to Present 

Transportation Project Director, AREA AGENCY ON AGING OF WESTERN ARKANSAS, INC. 
Reports directly to the CEO. This position has executive oversight and responsibility for the Arkansas 
DHS/DMS NET program. As a member of the corporate leadership team, she is responsible for 
development and implementing specialized projects, NET program administration, software 
enhancements, and accreditation initiatives as well as executing the following tasks: 

 Developing and overseeing NET contract implementation plans 

 Overall management and oversight of AAAWA Arkansas Transportation Programs 

 Coordinating project resources 

 Developing and revising policies and procedures to AAAWA NET Manual as regulations or 
implementing contract requirements change. 

 Reporting key milestones monthly to CEO, Compliance Committee, and the Board of Directors 

 Oversight and Tracking of incidents, accidents, and complaints 

 Troubleshooting challenges or concerns 

 Assessing performance objectives 

 Implementing and oversight of productivity, quality, and customer-service standards 

 Point of Contact for DHS, DMS, and AFMC 

 Point of contact for all sub-contractor relations, rates, and contracts 

 Soliciting new partnerships and new sub-contractor relationships 

 Approving NET Sub-contract agreements 

 Evaluate and Oversee NET subcontractor compliance 

 Oversight of contractual requirements of NET contract 

 Oversight of NET Program expansions 

 Oversight of Call Center Supervisors 

mailto:dnewman@agingwest.org
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 Responsible for accurate monthly reporting 

 Recruiting and selection of coordinators, supervisors and inspectors 

 Coordinating communication with state agencies, transportation sub-contractors, and NET 
beneficiaries 

 Oversees the preventative maintenance schedule and overall fleet management 

 Oversees compliance staff audits and other quality assurance measures to ensure compliance 
and good service to clients is consistently achieved. 

 

2008 to 2009 

Program Secretary, AREA AGENCY ON AGING OF WESTERN ARKANSAS, INC. 
Responsible for: 

 Compiling data from Nursing Office for reporting 

 Analyze records for accuracy 

 Responsible for monthly Program Report and submission to Board of Directors 

 Contract Payroll clerk 

 Accounts Receivable Accounting 

 Accounts Payable  

 Bank Reconciliation 
 

2001 to 2007 

Sales / Shipping, AMERICAN SPINCAST 

Responsible for: 
 Data entry of all sales orders 

 Set up outgoing shipments 

 Invoicing 

 Coordinate with freight lines inbound and outbound 

 Analyze logistics of freight  

 Answer sales calls and write sales orders 

 Maintain records of overseas shipments 

 Negotiate pricing 
 

1999-2001 

Restaurant Manager,  
 

 Responsible for staffing 

 Inventory control 

 Co-wrote Employee Handbook 

 Daily ledger for sales and cost of sales 

 Plan menus 

 Oversee catering 
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1982 to 1998 

Office Manager, Perry & Rodgers Ford Lincoln Mercury 
Responsible for: 

 Data Entry 

 Accounts Receivable / Accounts Payable 

 Payroll for dealership in addition to owner’s additional business 

 Payroll taxes, monthly, quarterly, yearly 

 Ensure accuracy of general ledger and financials 

 Quarterly reporting 

 OSHA compliance 

 Workers Comp compliance 

 Arrange travel for owners 

 Negotiate and arrange shipping for auction purchased vehicles 
 

Education 
  
1980 Graduate of Wynnewood Public Schools 
Certifications and Specialized Training: 

 PASS Certified Instructor 

 VMMI Certified 

 CCTM 

 Alice Certified Instructor (Assault Prevention) 

 Drugs and Alcohol DAPM 

 Passenger Service and Safety Certified Trainer 

 START Train the Trainer 

 Passenger Assistance and Wheelchair Securement Certified 

 DHS Disability Training 

 Transit Leadership Development 

 Emerging Leaders class / CTAA 

 Drug and Alcohol Training for Supervisors 

 DHS/Developmental Disabilities Services Transportation Training 

 ADA specialized training 
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Paul David Joplin, Quality Assurance Manager and 

Investigator Trainer 
7823 Huntington Way, Fort Smith, AR 72916 
Djoplin4060@gmail.com 
479-719-1315 
 

 

COMPLIANCE MANAGER  

 
Resourceful and results oriented professional with keen observation and reporting skills with 
specialized knowledge, and achievement in the area of investigations and regulatory compliance. 
Proven attention to detail, follow through and problem-solving ability. Experienced and disciplined 
leader with in depth knowledge of principles, recognized for keen ability to perform within pressured 
environments. Highly dedicated individual who exhibits the highest degree of professionalism, with 
working knowledge on business and management principles. A team player with effective 
interpersonal and communication skills adept at building productive relationships and building 
rapport with a diverse set of individuals. Core competencies include: 
 
Problem Solving and Analysis  Leadership Skills  Analytical Thinking  Integrity  Presentation and 
Communication Skills Investigations  Adaptability  Focus on Results Professionalism Accuracy 

and punctuality 
 
 

P R O F E S S I O N A L  E X P E R I E N C E  

 
AREA AGENCY ON AGING OF WESTERN ARKANSAS – Fort Smith, AR  - 11/2017 to Present  
A non-profit organization specializing in Non-Emergency Transportation (NET) in the State of 
Arkansas.   
Transportation Compliance Coordinator 
Provide leadership, vehicle inspector supervision, support and vision for the non‐emergency 
transportation of patients/clients to and from hospitals, convalescent facilities, dialysis centers, 
rehabilitation centers, medical offices and their private residences in a safe, secure and professional 
manner. Major emphasis on the orientation, training, and regulatory/contractual compliance for 
drivers and vehicles to include sub-contracted services.  Manage the AFMC online portal for 
compliance oversight.  
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CAP FLEET UPFITTERS – Temple, TX – 07/2017 to 10/2017 
A public safety equipment company serving Texas, Arkansas, and Oklahoma emergency services 
markets.  Specializing in the sale and installation of emergency equipment. 
Outside Sales - Oklahoma 
Develops new customers through email, phone, and personal contacts as well as take care of existing 
customer’s needs.  Prepares quotes for emergency equipment keeping profitable margins. Attends 
conferences to network with potential and existing customers and sell services.  Assist other sales 
personnel when needed. 
 
SAFETY MATERIAL INSTALLATION for LAW ENFORCEMENT SERVICES – Fort Smith, AR – 2015 to 2017 
A public safety equipment store serving the Arkansas and Oklahoma emergency services markets.  
Specializing in emergency equipment installations and service.  Full line of emergency gear, graphics 
department, and uniforms. 
Outside Sales Manager 
Develops new customers through email, phone, and personal contacts as well as take care of existing 
customer’s needs.  Prepares quotes for emergency equipment keeping profitable margins. Attends 
conferences to network with potential and existing customers and sell services.  Assist the Inside Sales 
Manager with storefront duties as needed  
 

 Was awarded Oklahoma State Contract for emergency vehicle equipment 
 Instrumental in getting online store up and running generating additional revenue stream 

 
EAGLEONE OWNED AND BRANDED COMPANIES – Fort Smith, AR – 2007 to 2015 
A pharmaceutical and office goods courier service for warehousing and distribution serving multiple 
accounts throughout AR, OK, MS, AL, TN, TX, LA, and WI. Company diversified into oil/gas service 
industry, home security company. 
Compliance Manager 
Initially was responsible for creating security program from the ground up which encompassed 
several out of state branch locations.  Duties included analyzing daily reports for theft, unannounced 
physical audits, and investigation of theft.  After successfully building security processes was given 
managerial duties over the customer service and claims departments and employees.  This led to 
taking over as Compliance Manager and leading a team of employees overseeing all regulatory 
compliance (DOT, HazMat, DEA, OSHA).  Conducted training, auditing, investigations, and regular 
team meetings. Assisted in budgetary meetings and monthly forecasting.  Led several successful 
projects in streamlining processes for individual departments. 

 
 Created security program that drastically reduced pharmaceutical loss claims from multiple to 

just one claim within first year.  Was awarded top performer status. 
 Led projects to streamline claims department, customer service department, recruiting, 

training, and DOT compliance which improved overall financial spending for the departments.  
Was recognized with spot awards. 

 Studied for and obtained Arkansas State Police credentials to manage a home security 
company obtained by the owner  

 Managed compliance for EagleOne Logistics, EagleOne Shuttle Service, EagleOne Oilfield 
Transportation, Falcon Flowback, Barracuda Fishing Services, One Source Innovation 
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FORT SMITH POLICE DEPARTMENT – Fort Smith, AR – 1992 to 2007 
Law Enforcement agency located in the second largest city in the State of Arkansas with a population 
around 84,000. 
 
 

Corporal Detective 
Provide for public safety by maintaining order, responding to emergencies, protecting people and 
property, enforcing motor vehicle and criminal laws, promoting good community relations. Four 
years as a patrol officer and over eleven years as a criminal investigator with the last five years 
working major crimes (homicide, rape, robbery, kidnapping). Conducted background 
investigations/voice stress examinations for police candidates. Proficient in analyzing evidence, 
report writing, court testimony, case files, and interview/interrogation. 

 Specialized training in Internet and computer crimes 
 Certified Voice Stress Analysis Examiner 
 Member of the Joint Terrorism Task Force with Top Secret Clearance 
 Over 1000 hours of specialized training to include interview/interrogation, death, fraud, and 

domestic violence investigations 
 Guest instructor on death and domestic violence investigations for Youth Police Academy and 

Citizens Police Academy 
 

ED U C A T I O N  A N D  TE C H N O L O G Y  EX P E R I E N C E  

Completion of Arkansas Law Enforcement Training Academy Class 92-C 1992 
Over 1000 Hours of Specialized Training for Regulatory/Investigations 1992-2007 

National Electronic Security Alliance Managerial Certification 2013 
Basic Data Recover and Analysis 2001 

Computer Voice Stress Analysis Examiner 2005 
Stan Walters Kinesic Interviewing 1997 

Attended Carl Albert State College 1988-1989 
Certified Child Passenger Safety Technician (CPST) 
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Jerri Munholland, Transportation Coordinator and 

Investigator 
607  Kitty Hawk St., Van Buren, AR 72956 
jmunholland@agingwest.org 
479-783-2339 
 

EDUCATION:  
Van Buren High School 
EXPERIENCE: 
10 years’ experience with Area Agency on Aging 
Present: Transportation Coordinator and Investigator at Area Agency on Aging of Western 
Arkansas.  
Responsibilities:  Relay communications between Director of transportation, office staff, 
other members of the Agency, and drivers. Having strong Clerical and organizational skills. I 
spend time being involved in training and orientation classes. Hiring committee for new 
drivers, attendants, also office staff. Work to organize CPR classes for our employee’s. Help to 
keep up with employee’s being added to and terminated though our insurance company and 
also our fuel company. Day to day disciplinary actions. Investigate incidents, accidents, 
complaints and view videos.  I work closely with the Agency’s vehicle inspector making sure 
all maintenance arrangements are being made and carried out. Serve on Agency committees 
and attends meetings as assigned.  DER for the agency Drug and Alcohol program. 
3/2015-3/2016: Compliance Officer, for Area Agency on Aging  
Responsibilities: Ensure that Area Agency on Aging employee’s information is in compliance with the 
Administrator of the Medicaid contract. This involves approximately 400 drivers and attendants. Gather all   
information through 3 different Regions 3, 5, and 6. Organize  CPR classes for compliance, monitor all vehicle 
keys for agency owned fleet.  I work closely with the revenue office to keep all vehicle registration current and 
assess vehicles when needed.  

2009-2015: CSR/ Scheduler, for Area Agency on Aging. 
Responsibilities: 2013/2015 I became a scheduler, where I coordinated transportation routes for our drivers to 
follow throughout the day.  Main concern during this position was making sure the clients arrived on time and 
were picked up from the facilities in a timely manner. I was a CSR from 2009-2013 I answered an average of 90 
phone calls a day.  I provided clients that called in to Area Agency on Aging to schedule transportation with 
friendly customer service. Ran Medicaid numbers to check eligibility. I communicated with the other CSR’s on 
the floor so that we could maintain adequate transportation for our clients.  

5/29/2008- 2009: Driver, for Area Agency on Aging Western Ar.  
Responsibilities: I started in one of the most important positions as far as transportation goes. I know what it is 
like from an out there on the road standpoint, to a putting it all together standpoint in the office.  My objective 
as a driver was to provide safe and timely transportation to the clients. To make sure I allowed time for 
weather, traffic delays, and any other circumstances that may arise, so that they could be seen on time at their 
medical appointments. I provided customer service to the clients on the van opened the doors, helped buckle 
them in if needed extra assistance, I was also trained to operate a lift van.  



Area Agency on Aging of Western Arkansas               

Arkansas Non-Emergency Transportation Services (NET) IFB: 710-18-1025 

                                  30 | P a g e  

 

CERTIFICATIONS OR ACCOMPLISHMENTS: 
University of Arkansas- Microsoft Excel class attended Beginning February 2016 University of Arkansas- 
Microsoft Excel class attended intermediate April 2016 
Certified- DHS/DDS Transportation Training May 2016 
Supervisor Drug and Alcohol February 2016 
Transit Drug and Alcohol Program Managers meeting July 2016 
Train-the-Trainer April 2016 
Assault awareness and Prevention for Transit Operators April 2016 
Passenger Assistance and Wheelchair Securement July 2016 
Comprehensive ADA Paratransit Eligibility course June 2016 
Supervisor communication skills July 2016 
Arkansas Public Transportation Conference October 2016 
Title Vl and Public Transit April 2018 

 
 

C. Statement of Default 

AAAWA expressly agrees and acknowledges that if our Agency cancels, defaults, or 
otherwise abandons our contract prior to expiration, We shall not be eligible to bid on an 
Arkansas Department of Human Services (DHS) NET procurement in that region until the next 
bid opportunity or for twenty-four (24) months, whichever is later. AAAWA’s signature on page 
four (4) of the BID response packet shall certify our compliance with this minimum qualification. 
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2.4 SCOPE OF WORK 
 

SUMMARY OF NET TRANSPORTATION 
 

A. Determination Process 

 Approach to Reservation Requests 

Calls placed to our AAAWA call center will be directed to a highly trained Customer Service 

Representative (CSR) who are responsible for processing routing transportation requests. 

Area Agency on Aging of Western Arkansas, Inc.’s NET Call Center will process requests for 

NET services received forty-eight (48) hours prior to an appointment, excluding weekends and 

state holidays for eligible DHS/DMS beneficiaries or their authorized representatives. During 

the gatekeeping process, AAAWA shall enter the caller’s name, relationship, and contact 

information for calls placed by authorized representatives making reservations for an eligible 

beneficiary including routine trips and standing orders. 

AAAWA follows a customized call script to determine eligibility and the need for 

transportation, verification that the requested trips is for Medicaid covered services, determine 

any special need considerations, and if the beneficiary has access to available transportation. 

Same day requests such as discharges and next day transportation that qualifies as Urgent 

Care will be determined based on the immediate medical care need.  

All Agency call center staff is trained to use the customized Call Script (Table 2.4.A.1 Page 

32 -33) to ensure eligible beneficiaries in Arkansas have access to medical transportation by: 

 Collecting relevant information from the Medicaid beneficiary or the beneficiary’s 

authorized representative 

 Verifying the beneficiary eligibility for NET services 

 Identifying the availability of transportation  

 Determining the most appropriate, cost effective mode of transportation  

 Verification that the transportation is to a Medicaid covered service 

 Assigning the reservation, a unique authorization/trip number 

 Assigning the trip to a NET Provider/driver in the region the call originated from 

 

AAAWA shall be responsible for maintaining cumulative trip counts of the beneficiary and 

shall confirm with other brokers if beneficiary has moved from another NET region. 
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Table 2.4.A.1 Sample Call Center Script 

1. Good (morning, afternoon) … Please be advised this call is being recorded. Thank you 
for calling Area Agency on Aging of Western Arkansas, Inc.. This is ______(name of 
CSR), How may I help you? 

2. May I have the beneficiary’s name and date of birth? 
3. Please verify your home address and phone number. Do you have a secondary phone 

number for emergencies? 
4. Is there an operational vehicle in the household available to the you? 

 Is the vehicle drivable? 

 Are you physically able to drive the vehicle? 

 Is there someone available to drive your vehicle for you? 

 Is the vehicle available at the time of the appointments? 

 Do you have funds available to operate the vehicle? 
5. Is there public transit available to you? 

 Do you have the funds to pay to use public transit? 
6. Are there other means of transportation available to you such as: 

 Your relatives? 

 Neighbors? 

 Friends? 

 Community organizations? 

 And/or including medical providers? 

 How do you get to other places (shopping, church, family visits) 
 
  
Note:  if the answers to all the questions above are NO, the Broker is required to transport. 

If the answers to any of the questions are YES, the Broker shall deny transportation. 

7. Can you provide at least two (2) authorized representatives that will be allowed to 
schedule NET services on your behalf? 
If so, please provide: 

 Their first name 

 Their last name 

 Relationship 

 Contact number 
(Broker must confirm that the authorized representatives who are scheduling 
transportation are not associated with any agency, provider, or other entity to 
which transportation is or may be required) 

 
If it is determined that the Broker must make provisions to provide transportation, 
the beneficiary or their authorized representatives must be asked: 
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Table 2.4.A.1 Sample Call Center Script 

1.Do you confirm the information provided is true, accurate and complete? 
2. Do you understand any falsification omission or concealment of information may 
result in termination of all transportation services or additional penalty? 
 
Once the caller has certified to the above you must gather the following trip 
information: 
 

1. Will you require the assistance of an escort?  If they answer yes….May I ask why? 
2. Will anyone traveling with you require a car seat?  Do you have a car seat? 
3. Are you able to walk to and from your home to the Net vehicle unassisted? 
4. Do you use any special mobility devices such as a cane, scooter, walker, wheelchair?  

If you use a wheelchair, are you able to transfer to a regular seat once on the van? 
5. May I have the name, address, and phone number of the facility you are going to? 
6. Do you confirm the information provided is true and correct? 
7. Do you confirm the information provided is true and correct? 
8. Do you understand falsification; omission or concealment of information may result in 

termination of all transportation services or additional penalty? 
9. Is there anything else I can do for you today?   If the beneficiary has another 

appointment, repeat the trip intake process. If not, ask if they were satisfied with 
their service today? 

10. Provide them with their trip number and thank them for calling.  
 

Remind callers that NET transportation is a shared ride service which means that there will be 

other riders with them and they may have a wait while other riders finish their appointments. 
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BROKER RESPONSIBILTY  
 

A. Audited Financial Statements 

Although AAAWA has provided NET services for almost 20 years, we are happy to provide 

audited financial statements that can be found immediately below.   
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B. Adhere to Program Guidelines 

Area Agency on Aging of Western Arkansas, Inc. uses proven gatekeeping methodologies to 

make determinations regarding the beneficiary’s need for NET services in accordance with 

contract guidelines by: 

1. Verify beneficiary eligibility 

2. Assess the beneficiary’s need for NET services 

3. Determine the most appropriate transportation to meet the beneficiary’s need. 

Including any special transport needs for: 

 Medically fragile beneficiaries 

 Physically or mentally challenged beneficiaries 

Determinations are made based on the beneficiary’s individual circumstances. The 

beneficiary is informed about the options of fuel reimbursement if available in their region, and 

any public transportation in their area. Area Agency on Aging of Western Arkansas, Inc. will 

choose the most cost-effective mode of transportation based on where the beneficiary is 

located and assign the trip. 

C. Provide an Efficient Reservation and Trip Assignment Process 

1. AAAWA will provide a system to receive beneficiary requests for transportation 

2. AAAWA will either provide the service or assign the trip to a sub-contractor for 

eligible beneficiaries. 

D. Performance Capabilities 

Area Agency on Aging of Western Arkansas understands the Broker is responsible for the 

management of overall day-to-day operations necessary for the delivery of NET services and 

the maintenance of appropriate records and system of accountability to report to DMS and 

respond to the terms of the contract. 

Area Agency on Aging of Western Arkansas, Inc. has the experience and developed level of 

expertise surrounding the NET program services. Our team understands that clear 

communication is necessary between all parties to ensure our recipients receive the safe, 

reliable transportation that they deserve.  

As we have done since the beginning of the program, we will maintain close administrative 

oversight of the program. We have direct control of all aspects of the program and monitor the 

service on a daily basis. We use standard passenger transportation procedures, which are tried 

and true to monitor and manage service, drivers, and vehicles.  
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1. Procedures for Oversight of Day to Day Operation 

The Transportation Project Director assumes responsibility for the day to day  
operations of all transportation services. Our Quality Assurance Manger / Trainer, will oversee 
the annual and on going safety training for all vehicle operators and field observations of 
operations. AAAWA’s core team will ensure we have sufficient staff to meet the needs fo the 
requested trips.  
 

AAAWA has procedures in place to screen driving records of each prospective vehicle 
operator prior to hiring and to monitor and report any serious traffic violations which result in 
points or a felony offense of a hired vehicle operator. Our management staff monitors all 
driver/attendant records to make sure we have the most up to date information logged into the 
Monitor’s portal. We additionally do field observations of drivers and attendants to ensrue they 
are following all procedures and providing safe reliable transportaiton. 

Safety oversight including safety audits are completed by our Quality Assurance Manager.  

Audits are scheduled monthly in conjection with unannounced audits to ensure we are 

following all safety procedures and guidelines. 

Investigation of accidents and Incidents is completed by our Quality Assurance Manager / 

Trainer. He/She will be responsible for reporting incidents and accidents to DHS/DMS NET 

Monitoring Contractor within one (1) working day in the format prescribed by the NET 

Monitoring Contractor.  

2. Telephone, Trip Scheduling, and Dispatch Capabilities 

In all locations, AAAWA will provide reservations and scheduling services from  
8:00 to 5:00 p.m. A member of the transportation staff is on duty 24 hours per day, 7 days a 
week in case of emergencies. Transportation services for beneficiaries who require necessary 
regular medical care, such as dialysis and cancer patients, will be provided on Saturdays from 
8:00 a.m. until 5:00 p.m. as required or as predicated on the need of the beneficiary and 
although the business office may be closed on certain dates, we are still responsible for 
transporting beneficiaries who require necessary routine medical care, such as dialysis and 
cancer patients who generally have set treatment days.  
 

Area Agency on Aging Transportation will provide local and toll-free numbers is support of 

this contract. AAA customer service representatives will support all lines during the business 

hours of 8am to 5pm. All IFB requirements regarding call volume, speed of answer, abandon 

rate, and other requirement will be met by Area Agency on Aging. Line capacity will be scalable 

to accommodate the increase or decrease call volume of NET services.  
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3. Data Collection and Reporting Procedures 

Area Agency on Aging has the ability to generate detailed reports for analytical  
and submitting purposes. Area Agency has advanced NET software and call center reporting 
software that allows AAA to perform integrity checks and ensure that trip information and 
other critical data is properly saved and maintained. 
 

Area Agency on Aging has strict information technology security and confidentiality 

measures in place. Any information retrieved, obtained, shared within Area Agency 

Transportation, produced, re-produced, and given to transportation providers will be in full 

compliance with HIPAA privacy policies. Area Agency does not share/exchange any information 

deemed confidential. AAA has network security measures and departmental polices in place 

that allow only authorized personnel to access HIPAA protected files or any other type of 

records that fall within their work scope.  

Area Agency on Aging’s staff have extensive experienced in file transmission, receiving 

secure data files in different formats, and data extraction from formats that include HIPPA 837. 

Area Agency has all the tools/software necessary to generate text-delimited files that are 

required for transmission. Additionally, AAAWA has file transmission capabilities through SFTP 

and other secure forms of encryption that include Microsoft Azure Encryption. Area Agency will 

utilize these tools to deliver encounter data to the Department of Human Services. Encounter 

data will be submitted securely before the last working day of the month through the Arkansas 

Medicaid portal. 

 

4. Disaster Recovery Plan, Contingency Plans, and Ability to Provide Services in the 

Event of Unforeseen Circumstances 

Area Agency’s goal is to mitigate risks to reduce potential issues and impacts by developing 

plans that provide the ability to recover from situations including, but not limited to unplanned 

evacuations; power outages; major water leaks; fire, loss of water/sewer service; severe 

weather; cyber-attacks; and any facilities failures that may cause business interruptions. The 

following is an overview of AAAWA’s DR enabled Infrastructure.  

 

Goals 

 Ensure the Safety of all employees located in Area Agency Facilities. 

 Minimize disruptions of voice and data services caused by man-made or natural 

disasters. 

 Minimize data loss in applications key to delivery of services to our clients. 

 Prevent and protect confidential client data from cyber-attacks. 
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 Ensure AAAWA can quickly deploy new offices or expand current ones. 

 Ensure AAAWA data is backed up consistently.  

 Allow AAAWA to quickly restore from backup storage after a major disaster.  

Emergency Management Team 

 

 Name Title Contact Number 

Jennifer Hallum CEO/President 479-353-5789 

Dina Newman Transportation Project Director 479-652-5619 

Sherri Rudd IT Supervisor 479-806-4104 

Jose Lomeli Network Administrator 479-806-0701 

Brent Crull Maintenance Supervisor 479-629-2873 

 

5. Additional Capabilities 

Our Agency developed the following innovative best business practices in the 4 Regions we 

serve currently: 

 All AAAWA vans are equipped with Angel Trax 2 camera video surveillance systems 

to monitor the driver and riders for safety. 

 Each of our awarded Regions have a trained Vehicle Inspector who performs 

required monthly inspections of the provider fleet and our personal fleet. The 

Inspector is also trained in wheelchair securement and child safety seat securement 

and regularly checks the drivers to ensure they are following all safety guidelines. 

 All Agency drivers/attendants are required to pass a two (2) week training course 

before they log a single mile. 

 All drivers are provided a photo identification badge after their successful 

completion of required training. 

 Our Agency performs MONTHLY 21 point vehicle inspections instead of the 6 month 

required inspection. It is our belief that the safety of our beneficiary comes first and 

by checking the vans monthly, we can better identify any issues or needed repairs 

including tire wear and brake wear. 

 Text SMS messages to remind clients of appointments and times 

 Our drivers are monitored via Network Fleet with GPS tracking that also monitors 

speed and location. 
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 Deer Alert System installed on vans in the more rural areas to avoid collisions with 

deer. 

 We have excess vehicles for in an emergency a vehicle can be dispatched.  

 

Experience Working with Specialized Populations 

Area Agency on Aging of Western Arkansas, Inc. is very experienced working with children, 

persons with disabilities and special needs, the aging population, and senior citizen programs. 

Our Agency works closely with 22 senior activity centers and we sponsor numerous programs 

and services to benefit disadvantaged and special populations of all ages in Western Arkansas. 

Our Agency is a community based private, non-profit service organization which has been 

bringing care and service to both urban and rural areas since 1979. In addition to senior 

services, the agency has expanded programs to include home health, hospice, personal care, 

extended care, case management, and housing. AAAWA provides services to individuals who 

have the greatest economic need with particular attention to low-income minority individuals 

and older individuals residing in rural areas who also have the greatest financial need. 

Because our NET Transportation Program carries a high percentage of children, our staff 

works closely with our local child development facilities. We meet with the facility staff to learn 

more about individual cases that require extra monitoring on our vans. Our staff has received 

specialized training in areas regarding children with special medical and emotional needs and 

also works closely with the families to ensure that we are providing the support necessary while 

transporting these children. 

Our Agency also works with Ronald McDonald House locally to provide transportation for 

families of children hospitalized. Some of these families have no other means of transportation 

and would not be able to be with their children without our help. 

AAAWA is committed to making the lives of our local children brighter by partnering with 

local boys and girls shelters to provide meals when needed and to make their Christmas special. 

This year our Ft Smith NET staff raised enough money to provide gifts, new bedding, chairs, 

rugs, and other misc. items for 12 boys in our local Boys Shelter. 

 

 

 

 



Area Agency on Aging of Western Arkansas               

Arkansas Non-Emergency Transportation Services (NET) IFB: 710-18-1025 

                                  71 | P a g e  

 

6. Technology Requirements 

Call center customer service representatives use top of the line robust HP ProDesk small 

form factor workstations. These HP ProDesk workstations are top of the line Intel Core i7 

machines with 8GB/16GB’s of ram for high performance dual monitor setups for increased 

productivity. Agents have access to resources via network shared drives and NET application 

that lives in a secure VPN environment. Transportation Scheduler is the transportation client 

application that is installed on dispatch workstations. Users simply login to start a connection 

session to our hosted SQL server. Additionally, users can login to any available machine and 

immediately have access to the client application and all other resources.    

Area Agency on Aging’s staff have extensive experienced in file transmission, receiving 

secure data files in different formats, and data extraction from formats that include HIPPA 837. 

Area Agency has all the tools/software necessary to generate text-delimited files that are 

required for transmission. Additionally, AAA has file transmission capabilities through SFTP and 

other secure forms of encryption that include Microsoft Azure Encryption. Area Agency will 

utilize these tools to deliver encounter data to the Department of Human Services. Encounter 

data will be submitted securely before the last working day of the month through the Arkansas 

Medicaid portal. 

Area Agency on Aging is meticulous in regard to data backup and disaster recovery polices. 

Strict polices are set in place to ensure the prevention of data loss due to acts of nature, fire, 

power, and any other possible disasters. AAA has disaster recovery plans in place for all call 

centers. A full copy of Area Agency’s Disaster Recovery plan will be available to the Department 

of Human Services upon request. For a brief overview of AAA’s Disaster Recovery Plan, please 

see the Transportation Disaster Recovery Executive Summary on section 2.11. 

 

E. Quality Assurance Plan 

Area Agency on Aging Western Arkansas, Inc. (AAAWA) is committed to the implementation 

of a Quality Assurance Plan (QAP) that meets the requirements of the Department of Human 

Services/Division of Medical Services (DHS/DMS) for the Non-Emergency Medical 

Transportation Services (NET). Please see our detailed plan below on (Section 2.4.E.7 Page 75). 

The plan ensures compliance with all requisite contract documents, codes and standards during 

the design, installation and test phases of the project.  It ensures that completion of the 

consultant’s and contractor’s work are verified and documented in accordance with the QAP 

and that the contracts lead to safe, on-time and cost-effective transit service. 

The plan will ensure that policies are in accordance with contractual requirements.  

Following the plan will allow for early detection and correction of potential problems, minimize 
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costs and prevent delays. The plan includes a uniform system of documentation that allows 

easy access for audit and evaluation of adherence to the plan for specific project(s). 

The plan is integral to the AAAWA commitment to improve efficiency, quality, service, and 

management company wide.  The plan is critical to the development of a management 

environment that produces excellence and accountability.  Use and implementation of this 

Quality Assurance Plan will enable the AAAWA to meet the present and future transportation 

needs of the NET and any other transportation programs. 

 Processes and Procedures 

a. The AAAWA management team is responsible for establishing and 

demonstrating commitment to the AAAWA QAP as stated in the Mission 

Statement. The AAAWA management team is charged with ensuring that the 

QAP is understood, implemented and maintained throughout all appropriate 

levels of the Transportation Department and other Departments that participate 

in project activities.  

b. This QAP provides specific requirements for program implementation, including 

the assignment of primary responsibility for implementation.  

c. It is the policy of the AAAWA that projects that are the responsibility of the 

Transportation Department shall be planned, designed and constructed with the 

highest regard for quality. Quality Assurance plans submitted to the AAAWA for 

projects by contractors, subcontractors, consultants and sub-consultants, shall 

meet the mandates outlined in the contract documents and be executed 

independently of cost and schedule project functions.  

d. The following AAAWA project management team members are responsible for 

ensuring or controlling quality on projects. 

 The Transportation Project Director guided by Administration goals and 

Board of Directors’ policy, directs the AAAWA’s daily operations and 

administrative functions, and charts the company’s long-term strategy.  

The Transportation Project Director’s office establishes management 

policies and practices and sets standards of excellence.  The Office of the 

Transportation Project Director ensures the Transportation Department’s 

accountability to the contractual agreement/s of the DHS/DMS NET 

program. In addition, the Transportation Project Director has the 

responsibility to assure the development, establishment, implementation, 

maintenance, and evaluation of this QAP for the AAAWA. The 
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Transportation Project Director reports directly to the President/CEO of 

AAAWA.   

 The Assistant Transportation Project Director has the ultimate 

responsibility for establishment and execution of the AAAWA Quality 

Assurance Plan in the absence of the Transportation Project Director.  The 

Assistant Transportation Project Director will also serve in the capacity of 

coordinating transportation operations as directed by the Transportation 

Project Director. 

 The Transportation Coordinators have the responsibility to manage the 

day-to-day activities/operations of the Transportation Department with the 

direct supervision of Dispatchers, Schedulers, Data Managers, and Drivers 

in their respective regions.  The Transportation Coordinators report to the 

Transportation Project Director. 

 The Transportation Assurance Manager/ Trainer has the responsibility to 

manage fleet and driver compliance within the Transportation Department 

with direct supervision of the Vehicle Inspectors. The Transportation 

Compliance Coordinator reports to the Transportation Project Director and 

assures all vehicles used to transport beneficiaries complies with all 

requirements. 

 The Transportation Investigator has the responsibility of investigating all 

incident and accidents. The investigator will also monitor all video 

surveillance and do field observations. The Investigator reports to the 

Transportation Project Director. 

e. AAAWA recognizes that the quality of the work conducted for the project has a 

direct effect on future revenue service, maintenance costs, and operating 

efficiency for the entire AAAWA transit system. The success of the AAAWA is 

reliant upon quality, which is the measure that their existing ridership and new 

riders using the system will determine the value of the system.  It therefore 

follows that the quality policies and procedures identified in the QAP submitted 

must be faithfully implemented by every project participant.   

 Reporting and Monitoring of Operators 

AAAW reporting and monitoring of transportation operators regarding all requisite health 

and safety standards, vehicle maintenance, operation, vehicular inspections, vehicle licenses, a 

copy of the registration permits issued by the Arkansas Department of Finance and 

Administration (DF&A) for each vehicle operated will be in compliance.  
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 Written Assurance 

AAAWA assures DHS/DMS that all vehicles used for beneficiary transport will be in  

compliance with all requirements of the Arkansas Transportation Department for Arkansas 

Intrastate Renewal prior to award and upon any contract renewal periods. 

 Licensing 

AAWA will provide to DHS/DMS our business license for each NET region awarded before 

the contract effective date. 

 Reports 

Within the print manifest module, CSR’s can print manifest reports, export manifest reports, 

and approve trips for billing. Using the driver manifest module CSR’s can run the following 

reports:  Reservation summary, reservation details, driver scheduling, Medicaid eligibility, 

driver manifests, private option eligibility, and many more reports that allow CSR’s to be 

efficient schedulers. 

 Detailed Description of Quality Assurance Measures for Efficient and Timely Trip 

Scheduling and Error-Free Dispatch Capabilities 

a. Transportation Scheduler 

Area Agency on Aging of Western Arkansas has invested a significant amount of resources 

on the development of Transportation Scheduler (Figure 2.4.E.6.a Page 75). This proprietary 

software is the platform AAAWA staff use for trip management, accounting, and billing for Non-

Emergency Medical Transportation. With an extremely user-friendly interface our staff can 

easily manage and maintain providers/facilities, clients, drivers, vehicles, reservations, and 

billing.     
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Figure 2.4.E.6.a: Transportation Scheduler Dashboard     Proprietary and Confidential 

With its robust front end written in VB.NET and powerful backend using Microsoft SQL 

Server, Transportation Scheduler is a reliable and easily scalable software. AAAWA has the 

ability to easily deploy and update the software and create new databases quickly. 

Transportation Scheduler databases lives in a HIPPA Compliant environment and SQL database 

data is backed up daily in AAAWA’s ioSafe Network backup storage device. AAAWA’s Backup 

data is also replicated overnight to AAAWA’s offsite backup facility. 

b. Clients and Reservations/Trip Scheduling Module 

Transportation Scheduler gives our customer service representatives the ability to pull up 

detailed client information. Using the client’s module, CRS’s can add and search for clients with 

a last name, Medicaid ID, or account number. Under the clients module CSR’s can schedule 

reservations, run the trip wizard, setup appointment reminders, find reservation information, 

find authorized representatives that are allowed to schedule services on behalf of the client 

(Figure 2.4.E.6.b.1 Page 76), address, DOB, and other reliable beneficiary information. 

Additionally, from the Client module, CSR’s can find historical trip information by using different 
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tabs. Under these tabs, CSR’s can find approved trips, canceled trips, find trip history, notes, 

06N authorizations (Figure 2.4.E.6.b.2 Page 76).   

 

Figure 2.4.E.6.b.1: Client Module - Overview      Proprietary and Confidential 
   

 

Figure 2.4.E.6.b.2: Client Module - Authorized Representatives                      Proprietary and Confidential 

CSR’s can easily schedule trips using an intuitive Trip wizard (Figure 2.4.E.6.b.3 Page 77) 
that asks all the important questions before scheduling. Using this wizard, CSR’s can ask 
beneficiaries a series of questions to determine if they qualify for non-emergency 
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transportation, if a wheelchair and/or escort is required and what type of insurance will be 
used. CSR’s can add trip leg information, specific driver notes, and other beneficiary 
information required to get the trips scheduled. After scheduling trips, CSR’s can go into the 
reservations module and update/cancel trips or update any other important trip information. 
CSR’s can also quickly access the clients profile from a shortcut to update client information if 
needed.  

 

 

Figure 2.4.E.6.b.3 Trip Wizard       Proprietary and Confidential 

Using the reservations module CSR’s can quickly find scheduled reservations. They can 
search by single day, date range, all of today’s reservations, and all reservations. Inside of the 
reservations module, CSR’s have access to client scheduled trip information, trip history, quick 
access to client profile, important private client notes and trip miles which can be auto 
generated by the software using a built Bing API’s. This allows dispatch to get accurate mileage 
and schedule efficiently by location. (Figure 2.4.E.6.b.4 Page 78).  
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Figure 2.4.E.6.b.4 Bing Maps API                

 

c. Trip Assignment: Driver and Vehicle Scheduling 

The vehicle-scheduling module allows CSR’s to easily schedule trips according to the 
best available vehicle and driver. This is an interactive module where beneficiaries can be 
dragged and dropped in available vehicle spaces on the right column. CSR’s can see whom they 
have scheduled and who needs to be scheduled, which clients need a wheelchair van, which 
clients require special instructions when picking them up, and whether their trip is recurring or 
not. Additional trip details can be seen below under unassigned trips. (Figure 2.4.E.6.c.1 Page 
79).    
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Figure 2.4.E.6.c.1 Vehicle Scheduling Module                      Proprietary and Confidential 

 

d. Reports 

Within the print manifest module, CSR’s can print manifest reports, export manifest reports, 

and approve trips for billing. Using the driver manifest module CSR’s can run the following 

reports: reservation summary, reservation details, driver scheduling, Medicaid eligibility, driver 

manifests, private option eligibility, and many more reports that allow CSR’s be efficient 

schedulers (Figure 2.4.E.6.d.1 Page 80)  
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Figure 2.4.E.6.d.1 Print Manifest Module                  Proprietary and Confidential 
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The approved Trips module under the reports section provides statistical/trend reports that can be 

sorted by date, clients, and drivers. Billing and Transportation management users can run these reports 

to generate trip totals, mileage totals, trip status, trip summary, and many more statistical reports 

(Figure 2.4.E.6.d.2 and 2.4.E.6.d.3 Page 81).   

 

Figure 2.4.E.6.d.2 Approved Trips Reports                       Proprietary and Confidential 

 

 

Figure 2.4.E.6.d.3 Time/Mileage Report                                                   Proprietary and Confidential 

 

e. Appointment Reminders 

Clients can opt to receive appointment reminders (Figure 2.4.E.6.e.1 Page 82) via text or 

email. This feature is set in the client profile and can be enabled and disabled. After a trip is 

scheduled, clients will receive an email or text with their trip information. Additionally, they 

will be given the option to opt in or out of feature reminders if they choose to do so. Clients 

can call to request to be added to the appointment reminders list if they change their 

minds. 
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Figure 2.4.E.6.e.1 Appointment Reminders       Proprietary and Confidential 

 

 AAAWA Quality Assurance Plan 

Area Agency on Aging Western Arkansas, Inc. (AAAWA) is committed to the implementation 

of a Quality Assurance Plan (QAP) that meets the requirements of the Department of Human 

Services/Division of Medical Services (DHS/DMS) for the Non-Emergency Medical 

Transportation Services (NET). The plan ensures compliance with all requisite contract 

documents, codes and standards during the design, installation and test phases of the project.  

It ensures that completion of the consultant’s and contractor’s work are verified and 

documented in accordance with the QAP and that the contracts lead to safe, on-time and cost-

effective transit service. 

The plan will ensure that policies are in accordance with contractual requirements.  

Following the plan will allow for early detection and correction of potential problems, minimize 

costs and prevent delays. The plan includes a uniform system of documentation that allows 

easy access for audit and evaluation of adherence to the plan for specific project(s). 

The plan is integral to the AAAWA commitment to improve efficiency, quality, service, and 

management company wide.  The plan is critical to the development of a management 

environment that produces excellence and accountability.  Use and implementation of this 

Quality Assurance Plan will enable the AAAWA to meet the present and future transportation 

needs of the NET and any other transportation programs. 
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I. MANAGEMENT RESPONSIBILITY 

The AAAWA management team is responsible for establishing and demonstrating 

commitment to the AAAWA QAP as stated in the Mission Statement. The AAAWA management 

team is charged with ensuring that the QAP is understood, implemented and maintained 

throughout all appropriate levels of the Transportation Department and other Departments 

that participate in project activities.  

This QAP provides specific requirements for program implementation, including the 

assignment of primary responsibility for implementation.  

It is the policy of the AAAWA that projects that are the responsibility of the Transportation 

Department shall be planned, designed and constructed with the highest regard for quality. 

Quality Assurance plans submitted to the AAAWA for projects by contractors, subcontractors, 

consultants and sub-consultants, shall meet the mandates outlined in the contract documents 

and be executed independently of cost and schedule project functions.  

The following AAAWA project management team members are responsible for ensuring or 

controlling quality on projects. 

a. The Transportation Project Director guided by Administration goals and Board of 

Directors’ policy, directs the AAAWA’s daily operations and administrative functions, 

and charts the company’s long-term strategy.  The Transportation Project Director’s 

office establishes management policies and practices and sets standards of 

excellence.  The Office of the Transportation Project Director ensures the 

Transportation Department’s accountability to the contractual agreement/s of the 

DHS/DMS NET program. In addition, the Transportation Project Director has the 

responsibility to assure the development, establishment, implementation, 

maintenance, and evaluation of this QAP for the AAAWA. The Transportation Project 

Director reports directly to the President/CEO of AAAWA. 

b. The Assistant Transportation Project Director has the ultimate responsibility for 

establishment and execution of the AAAWA Quality Assurance Plan in the absence 

of the Transportation Project  

c. Director.  The Assistant Transportation Project Director will also serve in the capacity 

of coordinating transportation operations as directed by the Transportation Project 

Director. 

d. The Transportation Coordinators have the responsibility to manage the day-to-day 

activities/operations of the Transportation Department with the direct supervision 

of Dispatchers, Schedulers, Data Managers, and Drivers in their respective regions.  

The Transportation Coordinators report to the Transportation Project Director. 
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e. The Transportation Compliance Coordinator has the responsibility to manage fleet 

and driver compliance within the Transportation Department with direct supervision 

of the Vehicle Inspectors. The Transportation Compliance Coordinator reports to the 

Transportation Project Director.  

The following AAAWA project management team members are responsible for providing 

various project functions for the Transportation Project Director and report directly to the 

President/CEO for their project activities. 

a. The Vice President of Finance reports to the President/CEO and maintains a staff 

including budget analysts who provide services relating to project budgeting, 

finance, contract modifications and day-to-day payments. 

b. The Human Resources Manager reports to the President/CEO and is responsible for 

overseeing all internal personnel functions to include but not limited to managing 

and enforcing policies, enforcing contractual compliance, and adhering to Federal 

and State labor regulations. 

c. The Information and Technology Transportation Coordinator reports directly to the 

President/CEO and is responsible for but not limited to implementing and 

maintaining all corporate and business office/call center telecommunications and 

information technology (IT) systems. 

AAAWA recognizes that the quality of the work conducted for the project has a direct 

effect on future revenue service, maintenance costs, and operating efficiency for the entire 

AAAWA transit system. The success of the AAAWA is reliant upon quality, which is the measure 

that their existing ridership and new riders using the system will determine the value of the 

system.  It therefore follows that the quality policies and procedures identified in the QAP 

submitted must be faithfully implemented by every project participant.   

 

II. PROCESSES AND PROCEDURES  

Vehicle Inspections 

AAAWA recognizes the importance of vehicle inspections. Inspections are important to the 

safe operation of the vehicle.  It can identify vehicle defects prior to the movement of the 

vehicle for the safety of the driver and passengers.  Vehicles utilized by AAAWA are subject to 

daily, monthly, and annual inspections.  This includes both announced and unannounced 

inspections.  Vehicle Inspectors are responsible for monitoring and tracking drivers’ daily 

inspection reports as well as performing and tracking monthly and annual inspections.  The 

Vehicle Inspector will also perform monthly/annual inspections on 3rd Party contracted 

Transportation Providers.  The ultimate goal is to: 
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a. To make sure the vehicle is safe to operate 

b. Prevent accidents due to vehicle defects 

c. Prevent loss of life and property  

Driver Daily Inspection 

Drivers, who also are referred to as Transportation Providers, are required to perform pre-

trip and post-trip inspections on the vehicle they are operating for the day. The inspections will 

be documented on a form (Figure 2.4.E.7.1 Driver Daily Inspection Page 85) which is a basic 

daily walk around inspection to ensure that the vehicle is operationally safe and compliant. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2.4.E.7.1 Driver Daily Inspection 
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Vehicle Inspector Monthly/Annual Inspection 

Vehicle Inspectors are responsible for conducting inspections on the vehicles in their 

respective areas. The inspections are completed on all AAAWA vehicles as well as all sub-

contractor vehicles.  Monthly and Annual inspections are conducted on each vehicle utilizing 

the AAAWA Annual Inspection form ( Figure 2.4.E.7.2 AAAWA Annual Inspection Form Page 

86).  The Monthly/Annual inspections are a more thorough inspection to ensure that the 

vehicle is operationally safe and compliant. 

 

 

Figure 2.4.E.7.2 AAAWA Annual Inspection From 
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Inspection Monitoring and Tracking 

All Driver Inspection reports are completed by individual drivers.  These reports are turned 

in by the drivers on a daily basis.  Each report is reviewed by a Vehicle Inspector. Any reported 

deficiencies or concerns are immediately addressed by the Vehicle Inspector.  Each Vehicle 

Inspector will file the daily inspection reports at their respective locations.   

Each Vehicle Inspector will document their monthly inspections on a Master List of Vehicles 

which is reviewed by the Transportation Compliance Coordinator (Figure 2.4.E.7.3 Master List 

Vehicles Page 87). All Annual Inspections are directly entered into the Arkansas Foundation for 

Medical Care (AFMC) Portal.  All inspections are filed and available to DHS/DMS or the NET 

Monitoring Contractor upon request. 

 

 

 

 

Figure 2.4.E.7.3 Master List Vehicles 
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The AAAWA Human Resources Department is committed to recruiting the best possible candidates 

for the positions of Transportation Provider (Driver and Attendant). The Human Resources Department 

follows the below listed steps in searching for the best possible candidates. 

a. Screening of Applications 

b. Telephone Interview 

c. Hiring Manager Interview 

d. Background Check 

e. Drug Testing  

Transportation Providers (Driver and Attendant) Conduct  

 The Broker must assure that drivers and attendants abide by the following 

requirements which must be stated in all transportation service agreements. 

 Drivers and attendants must maintain a professional and well-groomed 

appearance at all times. 

 Jewelry or other accessories that may interfere with the vehicles operator’s 

duties will not be permitted. 

 All drivers and attendants must wear or have visible, easily readable proper 

company identification.  

 All drivers and attendants must carry government issued identification. All 

drivers must carry a valid driver’s license. At no time shall drivers or attendants 

smoke, while in the vehicle or while involved in beneficiary assistance, entering 

or exiting the vehicle, or while in the presence of any beneficiary. Drivers or 

attendants must provide assistance, as necessary, to and from the main door of 

the place of destination.  

 Drivers or attendants must identify and announce their presence at the entrance 

of the building at the specified pick-up location if the passenger is not waiting at 

the curbside. 

 Drivers or attendants must assist the passengers in the process of being seated, 

as necessary, including the fastening of seat belts 

 Drivers shall confirm, prior to allowing any vehicle to proceed, that wheelchairs 

and wheelchair passengers are properly secured and that all passengers’ seat 

belts are fastened 

 Drivers or attendants must provide support and directions to passengers and 

assist wheelchair and mobility-limited persons as they enter or exit the vehicle. 

 Driver assistance shall also include stowage of mobility aids and folding 

wheelchairs. 

 Drivers or attendants are not responsible for passenger’s personal items. 
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The minimum qualifications for a Driver position include: 

a. Drivers must possess a valid driver’s license for the state in which they reside for the 

class of vehicle to which they are assigned.  

b. Drivers must be a minimum of twenty-one (25) years of age as required by insurance 

provider. 

c. Drivers must exert professional driving skills at all times.  

d. Drivers must be courteous, patient and helpful to all passengers.  

e. Drivers must be neat and clean in appearance.  

f. Drivers must meet current State and Federal Motor Carrier Safety Regulations and 

Guidelines. 

g. Drivers must meet all background investigation requirements. 
 

The minimum qualifications for an Attendant position include: 

a. Attendants must be competent, courteous, patient and helpful to all passengers. 

b. Attendants must be neat and clean in appearance. 

 

Background investigation reports are obtained on candidates for Driver and Attendant 

positions prior their offer for employment. A criminal history report, Child Maltreatment 

Central Registry report, Adult and Long-Term Care Facility Resident Maltreatment Central 

Registry report, and Motor Vehicle Report (Driver positions only) are obtained. If applicant has 

lived outside the State of Arkansas in the past 5 years a criminal background report will be 

obtained from the state where the applicant had lived prior to living in Arkansas. The following 

automatically disqualifies the candidate: 

a. A person who has been convicted of a misdemeanor or felony for a drug or 

substance abuse related offense during the last five (5) years shall not drive or 

attend passengers. 

b. A person who has been convicted of any sexual offense or crime of violence shall 

not drive or attend passengers. 

c. A person who has been convicted of any felony during the last five (5) years shall not 

drive or attend passengers. 

d. A person who has been convicted of a crime listed in Ark. Code Ann. § 21-15-101 et 

seq. shall not drive or attend passengers.  

e. A person who has been named as an offender or perpetrator in a true, substantiated 

or founded report from the Child Maltreatment Central Registry or the Adult and 

Long-Term Care Facility Resident Maltreatment Central Registry shall not drive or 

attend passengers.  
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f. Current and potential drivers who receive any combination of two (2) moving 

violations or accidents where the driver was at fault, during the last twelve (12) 

months must be removed from service. This includes violations and accidents in the 

driver’s personal vehicle/s.   

g. Individuals who currently have or have had a suspended or revoked driver’s license, 

commercial or other, within the last five (5) years, are prohibited from driving for 

any purpose under this contract 

 

Drug and Alcohol – AAAWA has a comprehensive Substance Abuse/Testing Policy that 

mirrors a Non-USDOT drug and alcohol testing program that mirrors the USDOT requirements. 

The program is monitored and enforced by a Designated Employee Representative (DER) as a 

condition of employment all Drivers and Attendants will be subject to the following: 

a. Pre-Employment Testing  

 Once employment has been offered applicant will be required to submit to a 

pre-employment drug test.  If applicant tests positive or refuses to test the offer 

of employment shall be terminated. 

b. Reasonable Suspicion Testing (Drug and if applicable Alcohol) 

 Will be conducted when a person who has been trained observes behavior 

consistent with drug and/or alcohol abuse. 

c. Post-Accident Testing (Drug and if applicable Alcohol) 

 Will be conducted when an accident occurs that results in property and/or 

personal injury. 

d. Random Testing (Alcohol and Drug)  

 Random testing will be performed on a quarterly basis for Transportation 

Providers.  Random testing will mirror USDOT Non-DOT required drug and 

alcohol percentages per Federal Transit Authority guidelines. 

Broker and Sub-contractors must not use drivers who are known abusers of alcohol or known 

consumers of narcotics or other drugs that could impair their ability to perform their duties.  

If the Broker suspects a driver to be driving under the influence of alcohol, narcotics or other drugs, 

the Broker will immediately remove the driver from providing service to Medicaid beneficiaries until 

satisfactory review by the Broker, Sub-contractor, and DHS/DMS is completed.  
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Performance Monitoring 

AAAWA is committed to making sure that Transportation Department employees are 

providing the highest quality of service to the beneficiaries that we serve.  AAAWA recognizes 

that the greatest asset that any company can have is their employees. As an asset, AAAWA is 

devoted to investing in each employee.  This includes not only classroom training but also 

assessing the strengths of employees to optimize their performance. Employees are 

encouraged to foster a team spirit. 

Training and Education 

AAAWA recognizes the importance of training not only as a new employee but existing 

employees.  The benefits include improving morale, less supervision, fewer mistakes, and 

increased productivity.  A skilled workforce is needed to achieve strategic and operational 

plans. 

Call Center Training 

Through a combination of classroom and on the job training our call center agents are 

guided through the processes and procedures.  Beyond initial onboard training the call center 

agent will be placed with an experienced agent to first observe and then to handle live calls 

under the supervision of the experienced agent.  The training will be conducted for a period of 

one week.  

Training topics include but are not limited to: 

 HIPAA and Confidentiality  

 Qualifying The Request For Service 

 Managing Complaints 

 Arkansas Medicaid Portal 

 Processing The Call 

Transportation Provider (Driver/Attendant) Training 

Provider training is conducted online, in the classroom and on the job training.  After 

receiving classroom instruction new Transportation Providers will be assigned to an 

experienced transportation provider trainer to observe and then apply what they have learned.  

The new transportation provider will be graded on their performance.  The training experienced 

transportation provider completes a check off list of what was covered and completed by the 

new transportation provider.  Initial training is conducted over a 40-hour period.  
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Training topics include but are not limited to: 

 

 Accident/Incident Reporting 

 HIPAA And Confidentiality  

 Drug Free Workplace 

 Seatbelts And Child’s Car Seats 

 Child Safety Alarm 

 Mandatory Reporting 

 ADA Compliance 

 Distracted Driving 

 Defensive Driving 

 Wheelchair Lift Operations 

 Child Passenger Safety 

 CPR/First Aid Training Will Be Scheduled If Provider Is Not Certified 

 

After initial classroom training is complete the new Transportation Provider is placed with 

an experienced Transportation Provider. The experienced Transportation Provider will 

demonstrate and explain job duties in relation to what the new Transportation Provider has 

already learned.  The new Transportation Provider will then be given the opportunity to 

demonstrate and explain what they have learned.  The experienced Transportation Provider 

will evaluate the new Transportation Provider utilizing a AAAWA training checklist.  The 

checklist will be kept in the new Transportation Provider’s personnel file.    

Tracking Training  

Each Transportation Provider is entered into the Master Driver Training tracking 

spreadsheet (Figure 2.4.E.7.4 Page 93).  The spreadsheet tracks required training by date.  

Certificates are issued for training subjects and copies of those are scanned to the AFMC Portal 

for compliance.  The original copies are retained in the individual Transportation Provider’s 

personnel file.   
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Figure 2.4.E.7.4 Master Driver Training Spreadsheet 

 

Transportation Coordinators are responsible for monitoring their respective call center 

agents’ activity on a daily basis.  Recorded phone conversations between the agents and 

beneficiaries are randomly screened.  The screening is part of the AAAWA QAP to ensure that 

we are providing the highest quality of service to our beneficiaries.  Areas of concern focus on: 

  

 Is the agent interested in the needs of the beneficiary and interested in helping? 

 Is the agent displaying appropriate empathy to the beneficiaries’ situation? 

 Is the agent friendly and welcoming? 

 Is the agent interacting in a personalized manner? 

 Is the agent acting in a professional manner? 

 Is the agent acting in an effective way?  

 Is the agent adaptable to the beneficiaries’ needs and displaying good listening skills? 

Transportation Coordinators will use these call assessments to identify coaching 

opportunities with the call center agents.  Each assessment will be tracked internally. 

A monthly report will be furnished to the DHS/DMS Monitor Contractor outlining the following metrics: 

 Calls received 

 Calls answered 

 Calls abandoned 

 Percentage of calls abandoned 

 Average speed to answer calls 

 Average talk time 

 

Call center reports will also be provided per request from the DHS/DMS Monitor Contractor. 
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Transportation Provider Monitoring 

Prior to any Transportation Provider providing services for AAAWA approval they must 

meet all of the requirements set forth by the AAAWA Human Resources and Transportation 

Departments.  All credentialing documentation must be verified and approved by both 

departments.  Documentation is then submitted to the DHS/DMS Net Monitoring Contractor 

for their final approval.   

Transportation Provider compliance is tracked both internally by AAAWA and externally by 

our DHS/DMS Net Monitoring Contractor.  Transportation Providers are given a 30 day notice of 

documentation that is expiring for which they are responsible.  AAAWA makes every effort to 

ensure that there is no lapse in credentials.  In the event that a lapse in credentials occurs the 

affected Transportation Provider will be placed into an “inactive” status and unable to provide 

services.   

Sub-contracted services for Transportation Providers will be tracked internally and 

externally as well. Sub-contracted Transportation Providers must be in 100 percent compliance 

with all applicable regulations, processes, and procedures set forth by contractual agreement 

between AAAWA and sub-contractor.  

Transportation Provider Satisfaction Surveys 

Our DHS/DMS Net Monitoring Contractor will monitor our performance based on 

established criteria set forth by contract. Along with telephone contacts, evaluation and 

verification of encounters, and on-site inspections satisfaction surveys will be conducted.  

Results of the surveys will be published in a quarterly report provided to AAAWA.   

Performance Standards 

AAAWA has clearly defined performance standards which measure the overall performance 

of NET Program Services.  The defined minimum operational objective deliverables or 

performance standards addressed by the QAP are the following: 

 Provide an efficient reservation system for eligible beneficiaries 

 Provide timely transportation for eligible beneficiaries 

 Provide transportation to and from Medicaid covered services 

 Provide appropriate transportation for eligible beneficiaries 

 Immediately reporting suspected maltreatment to hotline(s) 

 Ensuring that all Transportation Providers (drivers and attendants) meet all criminal, 

child maltreatment, and adult maltreatment requirements  

 Ensuring that all vehicle used for NET transportation meet requirements  

 Ensuring that all vehicles are operated in accordance with requirements 
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 Ensuring that Transportation Providers (drivers and attendants) take safe care of 

beneficiaries during transport 

 Verifying beneficiaries eligibility for NET transportation 

o Medicaid  

o Residence 

o Need for transportation 

o Destination 

o Time of appointment verification 

o Reporting  

o Information 

o Records 

All requirements are pursuant to the requirements set forth by the RFP.   

 

Schedule and Delivery Standards 

AAAWA required NET providers to meet and strive to exceed minimum delivery standards 

for scheduled services.  Medicaid beneficiaries will be transported in a safe and timely fashion 

to and from scheduled appointments.  

 Medicaid beneficiaries will be advised of pick-up times at the time the transportation 

request is made.  

 Transportation providers will arrive at the pick-up location no later than fifteen (15) 

minutes after scheduled pick-up time.  

 Transportation providers will deliver the beneficiary to the site of the scheduled medical 

appointment fifteen (15) minute’s prior to the scheduled appointment, but no earlier 

than one (1) hour before the appointment.  

 Providers are not required to wait for the beneficiary more than fifteen (15) minutes 

after the scheduled pick-up time.  

 The Broker will contact and confirm the scheduled pick-up time with the beneficiary 

within twenty-four (24) hours of the pick-up.  

 The dispatcher or sub-contractor must notify the Medicaid service provider to report 

late arrivals or deliveries.  

 The Broker will monitor return trips to ensure beneficiaries are delivered home in a 

timely manner.  

 If a delay of fifteen (15) minutes or more occurs, the Broker must contact the 

beneficiary’s point of pick-up to the destination.  

 In a multiple-passenger situation the Broker will ensure that all beneficiaries are not in a 

vehicle more than one (1) hour longer than the average travel time for direct transport 

from the beneficiary’s point of pick-up to the destination.  
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 When scheduling is requested by the beneficiary’s authorized representative, the Broker 

must advise the representative that the beneficiary must be accompanied by a 

caretaker if beneficiary’s age, disability, or other conditions prevent the beneficiary from 

being able to act on his/her own in a safe and competent manner.  

 The Broker must ensure that at any destination site the beneficiary is not left alone in 

circumstances which may place him/her in danger.  

 The driver and attendant are responsible to ensure the beneficiary is left at the correct 

destination.  

 The Broker must ensure the beneficiary is not delivered and dropped off prior to the 

opening of the destination site.  

 The Broker will ensure that the beneficiary is picked up prior the closing of the site.  

Vehicle Routing and Dispatch 

AAAWA utilizes a software application specifically designed to assist in dispatch, accounting, 

and billing for Non-Emergency Medical Transportation.  Call center agents more specifically 

Dispatchers and Schedulers working closely with Transportation Coordinators provide effective 

pickup and delivery solutions for the beneficiaries that we serve. While maintaining company 

directed expectations Dispatchers and Schedulers plan and coordinate the Drivers daily trips 

focusing on maximizing the drivers’ utilization while not compromising the beneficiaries needs. 

Transportation Providers are directed to stay in contact with their respective call center 

throughout the day to communicate any disruptions which could pose a risk of being outside of 

contractual standards.  Routers coordinate with other Transportation Providers to assist in the 

event that service disruptions occur. 

Accident and Incidents 

AAAWA has an established a policy concerning the reporting and investigation of 

accidents/incidents.  This policy is compliant with DHS/DMS requirements. The prime objective 

of accident investigation is prevention. Finding the causes of an accident and taking steps to 

control or eliminate it can help prevent similar accidents from happening in the future. 

Accident Reporting 

The following are the steps taken when an accident occurs.   

a. The transportation provider will immediately assess the situation and ask all passengers (if 

present) if they are ok. 

b. The transportation provider will then call 911 to report the accident.  Law enforcement and 

emergency medical services will be requested regardless of whether anyone says they are 

injured or not. 

c. Once the proper authorities are contacted the transportation provider will contact their 

respective AAAWA transportation office to report the accident. 
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d. The transportation provider will provide details such as location, names of passengers on 

board, description of what occurred, and if any injuries were initially reported.   

e. The transportation provider will be required to obtain the responding law enforcement 

officer’s name and phone number in order to get a copy of the completed accident report 

when available.   

f. The transportation provider will be required to take a post-accident drug screen 

immediately after the accident scene has been cleared.  Post-accident drug screens are 

required within an 8 hour period after the accident. 

g. If the transportation has passengers the respective transportation office for the driver will 

arrange for the passengers to be covered. 

h. The transportation provider will be required to report to the respective transportation office 

as soon as possible to fill out the required accident investigation paperwork. 

Accident Investigation 

The following are the steps taken when an accident occurs. 

 

a. Once an accident has been reported it is the Transportation Project Director will 

notify the DHS/DMS NET Monitoring Contractor of the accident. 

b. All documentation to include statements, reports, photographs, law enforcement 

reports, drug screen results, etc. will be reviewed by the Transportation Compliance 

Coordinator. 

c. A report will be generated by the Transportation Compliance Coordinator 

summarizing the facts surrounding the accident. An initial determination of 

“preventable” or “non-preventable” will be established for the accident. 

d. The Transportation Compliance Coordinator will send all documents to the 

“Accidents” email group.  The email group is comprised of members of the 

corporate staff of AAAWA aligning different disciplines for review of the accident. 

e. The respective Transportation Coordinators will be responsible for any corrective 

actions concerning the Transportation Providers per corrective action guidelines. 

f. A copy of the accident reports will be maintained in both the Transportation 

Provider’s file as well as the vehicle file involved. 

 

Progressive Discipline Policy 

AAAWA utilizes various solutions to resolve issues discovered through the QAP monitoring 

process.  Solutions include new or revised policies and procedures, coaching and counseling 

sessions, revisions to functional responsibilities or development of new business practices.  

AAAWA makes every effort to make sure that NET Providers receive the necessary training to 

be successful in the performance of their duties.  In the event that informal actions have not 
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altered/eliminated inappropriate behavior/performance AAAWA has adopted a Progressive 

Discipline Policy to deal with job-related behavior that does not meet expected and 

communicated performance standards that are set forth in our QAP.  

The process of progressive discipline is not intended as a punishment for an employee, but 

to assist the employee to overcome performance problems and satisfy job expectations. 

Progressive discipline is most successful when it assists an individual to become an effectively 

performing member of the organization. 

The AAAWA Progressive Discipline Policy consists of four stages.   

 Counseling and Verbal Warning 

 Written Warning 

 Final Written Warning and Suspension 

 Recommendation for Termination of Employment 

 

Each stage is fully described in the AAAWA Progressive Discipline Policy. However, AAAWA 

reserves the right to combine and skip steps depending on the circumstances of each situation 

and the nature of the offense. Furthermore, employees may be terminated without prior notice 

or disciplinary action. 

Fraud and Abuse  

AAAWA takes Medicaid fraud seriously. Accordingly, AAAWA has implemented measures to 

prevent and detect Medicaid fraud, waste, and abuse. These measures include the use of 

technology and independent auditors.  

AAAWA also has implemented measures to prevent and detect Medicaid fraud at the billing 

level. AAAWA’s billing software; Delta Health Technology and Route Match have built in 

measures to ensure integrity of billing. AAAWA relies on more than technology to prevent and 

detect Medicaid fraud, waste, and abuse. In order to ensure proper financial management of 

the organization, each year AAAWA engages the service of an independent accounting firm to 

conduct an audit. As a regular part of the audit, the firm investigates any suspicions or evidence 

of fraud, waste, and abuse, including Medicaid.  

Perhaps the most important tool AAAWA has to detect and prevent fraud, waste, and 

abuse, is AAAWA’s ethics standards. AAAWA is committed to the highest standards of legal and 

ethical conduct in all its practices. The continued success of the agency is dependent upon the 

ethical conduct of its representatives. All AAAWA representatives are responsible to ensure 

that their behavior and activity is consistent with this ethics standard, as well as agency policies 

and procedures, and applicable federal, state, and local laws, and regulations, including 

Medicaid integrity laws. AAAWA expects each representative to abide by the principals of the 
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ethics standards set forth herein. As part of this responsibility, all agency representatives are 

expected to report any activity or practice that may violate this ethics standard, including any 

suspicion of potential Medicaid fraud, waste, or abuse, to their Transportation Coordinator or 

to the President/CEO. 

Complaints 

AAAWA is dedicated to providing excellent customer service and maintaining a healthy 

relationship with the beneficiaries that we serve.  A complaint process is in place to ensure that 

complaints are handled as efficiently and effectively as possible.   

Complaints are typically received by telephone but can be received in other written formats 

such as emails or letters.  Complaints can also be received through the DHS/DMS Net 

Monitoring Contractor. 

Step By Step Complaint Process 

a. Once a complaint is received it is forwarded to the respective Transportation 

Coordinator. 

b. The complaint is entered into the Complaint Log spreadsheet. 

c. The Transportation Coordinator begins the investigation of the complaint. 

 Transportation Coordinator will take immediate action if complaint is 

deemed volatile or could cause immediate harm to the business 

 Transportation Coordinator will conduct necessary interviews of complainant 

and other party/s involved in the complaint 

 Transportation Coordinator will review and collect any documentation 

associated with the complaint.  This can include but not limited to recorded 

phone calls, audio/visual recorded video, and Transportation Provider 

submitted documentation. 

 The Transportation Coordinator will review all documentation and determine 

if the complaint is sustained or not sustained.   

 If no clear determination can be reached the Transportation Coordinator 

may request assistance from their respective Transportation Coordinator 

and/or the Human Resources Department.   

 If a complaint is found to be sustained the appropriate step/s of the 

Progressive Discipline Policy will be followed after reviewing the decision 

with the Human Resources Department.   

 Transportation Coordinator will document in detail on the AAAWA Complaint 

Form (Figure 2.4.E.7.5 AAAWA Complaint Form Page 100) the complaint and 

subsequent investigation.  The form will be retained in file and a copy sent to 

the Transportation Project Director. 
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 Transportation Coordinator will contact the complainant with the results of 

the complaint investigation. 

 In the event that a complaint is received from the DHS/DMS NET Monitoring 

Contractor the Transportation Project Director will directly handle the 

complaint and communicate with the DHS/DMS Net Monitoring Contractor. 

 Complaints will be handled within the first 24 hours after the complaint is 

received. 

 A monthly compilation and analyzation of the complaints will be conducted 

to ensure quality services to the beneficiaries 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2.4.E.7.5 Complaint Form 
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2.5 OPERATIONAL REQUIREMENTS 
 

A. Day to Day Operations 
 

The Transportation Project Director assumes responsibility for the day to day  
operations of all transportation services. Our Quality Assurance Manger / Trainer, will oversee 
the annual and on going safety training for all vehicle operators and field observations of 
operations. AAAWA’s core team will ensure we have sufficient staff to meet the needs fo the 
requested trips.  

AAAWA has procedures in place to screen driving records of each prospective vehicle 

operator prior to hiring and to monitor and report any serious traffic violations which result in 

points or a felony offense of a hired vehicle operator. Our management staff monitors all 

driver/attendant records to make sure we have the most up to date information logged into the 

Monitor’s portal. We additionally do field observations of drivers and attendants to ensrue they 

are following all procedures and providing safe reliable transportaiton. 

AAAWA has a very aggressive maintenance program. Our oil is changed at every 5000 miles. 

With every oil change the tires are rotated, brakes are inspected, fluid and belts are inspected, 

and additional items such as motor mounts to ensure that only the safest vehicles are on the 

road providing services. All vehicles in our fleet are subject to monthly inspections by our Fleet 

Inspector as well as random inspections. Our fleet is also insepcted by the Medicaid Monitoring 

Inspector to ensure that they are road worthy at all times. All maintenance records are filed by 

vehicle tag number and kept at corporate office.   

Safety oversight including safety audits are completed by our Quality Assurance Manager 

(See QAP on page ).  Audits are scheduled monthly in conjection with unannounced audits to 

ensure we are following all safety procedures and guideline, and monitor staff levels including 

vehicle operators and their training.  

Investigation of accidents and Incidents is completed by AAAWA’s Investigator. The 

Investigator will be responsible for reporting incidents and accidents to DHS/DMS NET 

Monitoring Contractor within one (1) working day in the format prescribed by the NET 

Monitoring Contractor.  
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 AAAWA Fleet and Training Program 

Our fleet, which 

comprises of more than 

300 vehicles, are 

strategically located in 

multiple areas in Regions 

1, 3, 5, and 6. AAAWA 

Transportation offers a vast range of different vehicles types so that we can provide our clients 

transportation to meet their individual needs. We track trends when scheduling and 

coordinating trips and can move vehicles where there is higher demand for specialty NET 

Service needs. Aside from our own vehicles, AAAWA has built a great relationship with 11 NET 

providers. The NET subcontractors contribute an additional 150 vehicles that are available for 

trip scheduling which provides more flexibility and opportunities for expansion. 

The AAAWA Transportation maintenance program is meticulous when it comes to keeping 

our vehicles and provider vehicles in excellent working condition.  Each region has a vehicle 

inspector that performs monthly inspections, tracks, schedules vehicle maintenance 

accordingly, and serves to assist in training needs. In addition, we have 12 designated trainers. 

This along with driver pre-trip inspections allows for excellent upkeep and continuity of service. 

Only certified shops and mechanics work on AAA’s fleet vehicles.   From the basic oil change 

every 6,000 miles or engine repair, AAA’s fleet will only be running safe vehicles on the road.    

AAAWA Transportation hires the best-qualified individuals to drive its fleet vehicles. All 

Driver candidates complete a comprehensive background check, adult maltreatment, and drug 

screening prior to being hired.  Drivers are provided training by our Quality Assurance 

Management team and 2 weeks of training with a highly qualified and experienced driver 

before assigned a route. 

The training program covers the following:  

 Driver Procedures 

 Safety/Emergency 

 Maintenance and Repair 

 Wheelchair Safety & Lift Operations 

 Accident Reporting  
 

 Mandatory Reporting 

 CPR Certified within 90 days 

 Defensive Driver Training  

 Distracted Driver Training 

 ADA Training 

 Child Safety Seat 

 Pass Training 
 
 
 



Area Agency on Aging of Western Arkansas               

Arkansas Non-Emergency Transportation Services (NET) IFB: 710-18-1025 

                                  103 | P a g e  

 

Dina Newman 
Transportation Project 
Director/Safety Officer

Seth Preston 
Marketing David Joplin 

Transportation Quality 
Assurance Manager 

/Trainer

Vehicle 
Inspectors

Driver 
Trainers

Fancy Seratt 
Transportation 

Assistant 
Director/Region 1 

Coordinator

Jerri Munholland 
Region 5 Office 

Coordinator/Investigator 

Kristy 
Whisenhunt 

Region 5 Assistant 
Coordinator

CSR's

Drivers

Attendants

Tammy Stipes 
Region 3 Office 
Coordinators

CSR's

Drivers

Attendants

Linda Sanders 
Region 6 Office 
Coordinators

CSR's

Drivers

Attendants

Figure 2.5.A.2 Transportation Organizational Chart 

Proposed Transportation Organizational Chart (Figure 2.5.A.2) 
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B. Broker Office Operations 

AAAWA’s corporate transportation office is located on the 4th floor of our corporate office 

at 524 garrison Avenue in historical downtown Fort Smith. The hours of operation are 7:30 a.m. 

until 5:30 p.m., Monday through Friday, except on days recognized as state holidays. 

In addition, we also have offices in Fayetteville, Russellville, and Searcy providing services 

that follow the same office hours as corporate. 

The Transportation Projector and scheduling staff are located at our Corporate Central 

Office. 

C. Central Business Office Requirements 
 

 AAA Call Centers 

AAAWA currently has four fully staffed Transportation Call Centers (30+ Customer 

Service Representatives) located in Fort Smith, Russellville, Fayetteville, Northwest Arkansas 

and Searcy already providing service. 

 
 Designated Central Business Office 

Our call centers now receive a combined average call count of approximately 38,000  
calls per month.   AAAWA is very proud of its staff and the professional way they  
represent the company. One of the main keys to our great customer service is the Call  
Center having a great relationship with all our NET providers, healthcare facilities, and  
many of the clients. We are proud to present our hard-working Transportation team  
as an experienced and valuable resource as part of this proposal.  

AAAWA will utilize the knowledge and skills of our key personnel in addition to support 

staff. Dina Newman, Transportation Project Director will lead our team. Ms. Newman led our 

successful transition in Regions 1 and 3 and will work hand in hand with our support staff to 

ensure we meet any challenge. Our agency currently has offices in Fort Smith, Russellville, 
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Fayetteville, and Searcy. Our transportation staff is experienced in startup and day to day 

operations. As the current Broker/Provider in 4 regions we have all procedures in place.  

 Other office in Addition to Central Business Office 

With additional offices located in Fayetteville, Russellville, and Searcy we are better  
able to serve the region’s beneficiaries. 

In all locations, AAAWA will provide reservations and scheduling services from 8:00 to 5:00 

p.m. A member of the transportation staff is on duty 24 hours per day, 7 days a week in case of 

emergencies. Transportation services for beneficiaries who require necessary regular medical 

care, such as dialysis and cancer patients, will be provided on Saturdays from 8:00 a.m. until 

5:00 p.m. as required or as predicated on the need of the beneficiary and although the business 

office may be closed on certain dates, we are still responsible for transporting beneficiaries who 

require necessary routine medical care, such as dialysis and cancer patients who generally have 

set treatment days.  

 Project Director and scheduling staff located at Central Business Office 

Our Project Director and scheduling staff are located at our central business office.  
 

 Scheduling Staff at Central Business Office 

AAAWA agrees that the scheduling staff will be at our Central Business Office during  
normal business hours and any additional hours necessary to perform the scheduling activity. 
  

 Internet Access 

AAAWA has internet access at the central business office at all times during business  
hours and the capability to send and receive emails. 
 

 Administrative Phone Number 

AAAWA will provide DHS/DMS NET Monitoring Contractor with an administrative  
Telephone number that will enable DHS/DMS staff to reach the Project Director directly 
without going through the scheduling staff. 

  

 Reproduce Documents 

AAAWA has the capacity to reproduce documents when requested including electronic 

method if it is preferred. 
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 Documents Housed at Central Business Office 

AAAWA keeps all records pertaining to the contract at our central business office and they 

are retrievable within five (5) business days for review at the request of DHS/DMS and its 

authorized representatives. 

 Fire Resistant Container / Storage 

AAAWA subscribes to fire/alarm services through Johnson Controls. Johnson Controls 

performs an annual inspection on our Simplex fire alarm system M-155. The inspection is a 

thorough check of all fire units located on all floors. This meets all fire safety standards in the 

state of Arkansas.     

 

D. Hours of Operation 

1. AAAWA hours of operation are from 8:00 a.m. to 5:00 p.m. Monday through Friday, 

with exception days recognized as State Holidays.  

2. AAAWA will maintain scheduling services, at a minimum, for the above referenced 

times. 

3. NET services shall be provided on Saturday from 8:00 a.m. until 5:00 p.m. for 

beneficiaries receiving: 

 Dialysis 

 Chemotherapy 

 Radiation 

  

4. Chemotherapy and Radiation and is scheduled based on the need of the beneficiary.  

5. AAAWA agrees that although the business office may be closed on certain dates, the 

Broker is still responsible for transporting beneficiaries who require routine medical 

care as stated and who generally have set treatment days. 

 

E. Telephone System Requirements 

AAAWA understands the contractor shall provide a fully functional helpline which has a toll  
free number, the capacity to respond to the hearing impaired, the capability to respond to the 
Spanish speaking population, and is available Monday through Friday, 8:00 a.m. – 5:00 p.m., 
following the State work schedule. 

AAAWA agrees at a minimum we shall provide a toll-free complaint line and a 
transportation help-line which must: 

 Have the capability to respond to the hearing impaired; 
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 Have the capability to respond to the Spanish speaking population; 

 Be available Monday through Friday from 8:00 a.m. to 5:00 p.m. Central 
Standard Time 

AAAWA further agrees that as the contractor we shall: 

 Process one hundred percent (100%) of complaints received pursuant to 
complaint resolution process; 

 Send information about the complaint line to newly enrolled Medicaid 
beneficiaries 

 Maintain a database of all complaints and their disposition 

 Maintain a computer database of all calls received on the transportation help-
line and their disposition 

 Respond to elected official, and public requests for information regarding the 
NET program subject to the approval of DMS 
 

1. AAAWA agrees to provide Medicaid beneficiaries, or persons or agents acting on 
behalf of the beneficiary, with long-distance toll-free access to schedule trips. 

2. AAAWA also agrees that access to the hearing and speech impaired must be 
provided by the appropriate telecommunication equipment. 

3. AAAWA agrees that as the Broker we must answer eighty-five percent (85%) of all 
calls within thirty (30) seconds and ensure that the wait time after answering does 
not exceed five (5) minutes. 

4. AAAWA agrees all telephone calls received by the Broker from a beneficiary or agent 
before 5:00 p.m. business days, including voice-mail, must be returned before the 
end of the day. 

5. AAAWA agrees that personnel assigned to the telephone must maintain a courteous 
and polite attitude in all dealings with the public. 

6. AAAWA agrees that personnel must identify the Broker and themselves by name 
upon answering. 

7. AAAWA agrees that should the Broker operate any additional transportation 
services other than the NET program, the Broker shall ensure that the programs are 
operated separately and that Medicaid beneficiaries have access to reservation staff 
during designated business hours. 

8. AAAAWA agrees the ensure this the Broker must provide separate telephone 
numbers for Medicaid beneficiaries. 

9. AAAWA agrees for quality assurance purposes, the Broker must have a system in 
which phone calls are recorded and maintained for up to one (1) year from the date 
of the call. 

10. AAAWA agrees the Broker shall establish and maintain a log of complaints and issues 
from beneficiaries and providers, and providers’ office staff. 
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a. Telephone Capabilities 

Area Agency on Aging Transportation uses Allworx VOIP Communications platform with 

advanced ACD communications capabilities and a feature rich telecommunications 

infrastructure (Figure 2.5.E.a Page 108). Area Agency’s Information technology team can easily 

route NET calls to any of its 4 Arkansas call centers in the event that one of the call centers 

experiences downtime.   

The Allworx IP voice communications phone system server platform lives in a redundant 

Quality of Service (QoS) Multiprotocol Label Switching environment (MPLS). With phone system 

appliances installed at all Area Agency on Aging Call Centers, call distribution is handled via sip 

trunks connected to Windstream’s Little Rock AR data center through our fiber circuits. 

Should an appliance go offline, call center queue calls will automatically be re-routed to 

nearest AAA call canter until the appliance comes back online and can resume taking calls 

again. The redundant MPLS network allows AAA to maintain 99.9% uninterrupted service. 

Smart Cisco routers handle multiple circuit switching, when service degradation in noticed 

switching happens automatically for zero downtime. Should overflow occur on the primary 

circuit, these calls are also re-routed to an available call center circuit.    

          

 

Figure 2.5.E.a Allworx VOIP Communication Platform 

b. Call Routing 

The Allworx advanced call center Call queue features allow AAA to configure a variety of call 

processing schemes. 

1. Initial Auto attendant message (Less than 30 seconds long). 

a. English and Spanish options 

b. Spanish calls are automatically forwarded to Spanish speaking CSR’s 

2. Holiday/educational on hold messages.  

3. Voicemails are emailed to all appropriate CSR’s when a message is left 

All CSR’s are able to transfer calls if needed. 
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AAA will provide toll-free telephone lines for the duration of the contract. These lines will 

be available for calls 24 hours a day, seven days a week. Business hours are from 8am to 5pm. 

After hours callers will be able to leave a message if desired. 

c. Telephone Line Requirements 

Area Agency on Aging Transportation will provide local and toll free numbers is support of 

this contract. AAA customer service representatives will support all lines during the business 

hours of 8am to 5pm. All IFB requirements regarding call volume, speed of answer, abandon 

rate, and other requirement will be met by Area Agency on Aging. Line capacity will be scalable 

to accommodate the increase or decrease call volume of NET services.  

Area Agency already use the extremely reliable Windstream MPLS platform for both voice 

and data. With Allworx VOIP and SIP trunking services connected to Windstream’s Little Rock 

Data Center our network has the capacity to easily expand and deliver crystal clear QoS voice 

services.  

Available toll-free number and emergency numbers: 

1. NET toll free number (Monday through Friday 8am-5pm) 

a. Urgent same day/next day after hours hospital discharge. Calls must be made 

before 5pm. 

2. Dedicated toll-free number for health care providers.  

3. Dedicated toll-free number for complaint submissions. 

4. Dedicated lines for personal use so business calls are not affected. 

5. Hearing impaired, TDD/TTY services will be provided by AT&T through the Direct Relay 

System.           

 

If there is need, Area Agency on Aging Transportation will install additional toll-free 

numbers to accommodate the increase in population/Arkansas NET clients. Our call centers 

already have the capacity to handle the following required performance measures.      

1. Answer 85% of calls within (30) seconds  

2. Calls placed on hold are not to exceed an average of 5 minutes. 

If an Area Agency transportation driver or transportation provider will not arrive on time to 

the client’s appointment, AAA’s call center agents will call the health/medical provider to 

inform them of the beneficiaries’ late arrival. 
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d. High Volume Calls 

Area Agency’s advanced telephone system call queue features allows calls to be answered 

by any handset on any of our 4 calls centers if necessary during high volume calls. Additionally, 

calls can be routed to mobile phones during inclement weather or disaster recovery situations.  

e. Call Recording 

Area Agency on Aging Transportation records every call center agent call for quality 

assurance and quality management using SIP Print and Call Cap voice recording utilities (Figure 

2.5.E.e.1 Page 110). SIP print and call cap are cloud-based solutions that allows AAA admins and 

supervisory personnel to access recordings from any location with internet access (Figure 

2.5.E.e.2 Page 111). This tool is used to ensure call center agents adhere to company policies 

and procedures. Additionally, this tool is used for quality assurance purposes. It helps AAA 

determine if a complaint it valid or invalid. Calls are easily downloaded in .wav format or they 

can be emailed directly from the application interface to DHS/DMS within a twenty-four-hour 

request. Immediate access is available for call 1 year old. Older calls are archived, kept for the 

remainder of the contract and available upon request.  

 

Figure 2.5.E.e.1 SIP Print Recording     Proprietary and confidential  
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Figure 2.5.E.e.2 Area Agency on Aging MPLS Network Infrastructure    Proprietary and Confidential   

 

f. Call Handling 

Per the IFB contract, all calls will be answered within 5 rings and wait time will not exceed 5 

minutes to speak with a live customer service representative. Call center agent are trained to 

provide courteous service and identify themselves by name at start and end of each call.  

g. Call Center Reports 

The Allworx ACD view provides feature rich reporting capabilities. Area Agency on Aging 

Transportation can provide reports in hard copy or digital format upon quest. AAA can provide 

these reports:  

 Average call wait time 

 Average speed to answer in seconds 

 Average number of calls answered daily 

 Number calls answered daily 

 Number of incoming calls daily 

 Average talk time in seconds 

 Number of calls placed on hold 
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 Average time on hold in seconds 

 Number of calls abandoned daily 

 Average time on hold before abandonment in seconds 

Number of available operators by time of the day and week 

 

h. Arkansas Relay Services 

Area Agency on aging will utilize the services provided by the Arkansas Relay to 

accommodate the needs of the hearing and speech-impaired beneficiaries. All call center staff 

will be trained to use relay services, with retention training occurring every 6 months.  

 

f. Transportation Reporting and Data Collection Capabilities 

Area Agency on Aging has the ability to generate detailed reports for analytical and 

submitting purposes. Area Agency has advanced NET software and call center reporting 

software that allows AAA to perform integrity checks and ensure that trip information and 

other critical data is properly saved and maintained. The following are some of the reports AAA 

generates.  

 Call Center Agent Daily/Weekly/Monthly Performance Reports 

 Call Center Queue Daily/Weekly/Monthly Performance Report 

 Call Center Monitoring Monthly Repots 

 Call Center Quality of Service Daily/Weekly/Monthly Report 

 Summary Trip Report 

 NET Driver Report 

 NET Clients Report 

 NET Trip Report 

 NET Vehicle Report 

 Billing and Payment Reports 

 Approved Trips Report 

 Time and Mileage Report 

 Driver Manifest Reports 

 NET Providers report 
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F. Bilingual and Telecommunications Device for the Deaf 

Area Agency on Aging Transportation makes every effort possible to provide call center 

agents that are fluent in languages prevalent in the geographical regions where service is to be 

provided. AAA staffs English and Spanish customer service representatives. Calls are handled 

according to caller’s inputs. Callers are greeted and asked to indicate whether they want to 

hear prompts in English or Spanish. Spanish calls are then routed to Spanish speaking CSR’s. For 

all other languages, AAA will utilize language line, one-hour translation, Net-Translators or any 

other language translation service. AAA will provide this service free of charge to beneficiaries. 

AAAWA has the capability and will utilize a TDD service to meets the needs of beneficiaries 

with hearing and speech impairments. 

 

G. Technology Requirements 

 Central Business Office Technology 

Call center customer service representatives use top of the line robust HP ProDesk small 

form factor workstations. These HP ProDesk workstations are top of the line Intel Core i7 

machines with 8GB/16GB’s of ram for high performance dual monitor setups for increased 

productivity. Agents have access to resources via network shared drives and NET application 

that lives in a secure VPN environment. Transportation Scheduler is the transportation client 

application that is installed on dispatch workstations. Users simply login to start a connection 

session to our hosted SQL server. Additionally, users can login to any available machine and 

immediately have access to the client application and all other resources.    

CSR’s use Allworx 9204G IP phones. These ACD enabled handsets are paired with 

wireless Plantronics headsets to provide agents incredible flexibility when taking calls and 

scheduling beneficiary appointments. 

 Encounter Information 

Area Agency on Aging has strict information technology security and confidentiality 

measures in place. Any information retrieved, obtained, shared within Area Agency 

Transportation, produced, re-produced, and given to transportation providers will be in full 

compliance with HIPAA privacy policies. Area Agency does not share/exchange any information 

deemed confidential. AAA has network security measures and departmental polices in place 

that allow only authorized personnel to access HIPAA protected files or any other type of 

records that fall within their work scope.  

To further increase confidentiality, Area Agency provides employees with the means to 

send secure email. Secure email can be sent using Microsoft Azure Encryption, which is built 
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into Office 365 Email. This allows AAA employees to send confidential information over the 

internet. 

Area Agency on Aging’s staff have extensive experienced in file transmission, receiving 

secure data files in different formats, and data extraction from formats that include HIPPA 837. 

Area Agency has all the tools/software necessary to generate text-delimited files that are 

required for transmission. Additionally, AAA has file transmission capabilities through SFTP and 

other secure forms of encryption that include Microsoft Azure Encryption. Area Agency will 

utilize these tools to deliver encounter data to the Department of Human Services. Encounter 

data will be submitted securely before the last working day of the month through the Arkansas 

Medicaid portal. 

 

 Technology Requirements 

AAAWA meets and exceeds the requirements at the following link: 

https://medicaid.mmis.arkansas.gov/Provider/Hipaa/compan.aspx 

 Encounter Securely Submitted 

AAAWA agrees that all encounter information must be securely submitted to the  
Arkansas Medicaid Fiscal Agent in EDI 837 format. 

 
 EDI 837 Test File 

AAAWA currently utilizes the EDI 837 format but will submit a test file to Arkansas 
 Fiscal Agent for review and approval prior to the start of operations. 

 

 Contract Start Date and Capability to Transmit 

AAAWA agrees that if the Broker does not have the capability after sixty (60)  
calendar days from the contract start date to successfully test the EDI transaction, the  
contract may be terminated for cause. 
 

 Data Stored Electronically 

AAAWA agrees all data stored electronically using the Broker’s computer system  
must be backed up on a daily basis and stored at a secure off-site location, in 
accordance with its Disaster Recovery Plan. 
  
 
 

 

https://medicaid.mmis.arkansas.gov/Provider/Hipaa/compan.aspx
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2.6 STAFFING REQUIREMENTS  

A. Criminal History Check/Central Registry Check 
 

1. AAAWA will require criminal history checks, provided by the Arkansas State Police, 

and a central registry check, by our Central Registry unit housed at DHS on all 

employees prior to providing services for the following: 

 Care 

 Supervision 

 Treatment 

 Other services including without limitation on all NET services where the 

employee has direct contact with the beneficiary. 

2. The same requirements are upheld for the following: 

 Elderly 

 Mentally ill 

 Developmentally delayed persons 

 Individuals with mental illnesses 

 Children who reside in any State operated facility 

 Or, a position in which the applicant or employee will have direct contact 

with a child 

 

B. Individuals Employment (Criminal Offenses)  

Area Agency on Aging of Western Arkansas, Inc. agrees to exclude from employment any 

individuals that have been convicted of one (1) of the offenses listed in the IFB (IFB Section 

2.6.B). We will verify if the applicant has resided in the State of Arkansas for the previous five 

(5) years prior to their application and if a new resident will provide a State Background check 

for the State the individual resided in prior to Arkansas. We understand that the authorization 

to release background information must be signed for AAAWA, subcontractors, and DHS/DMS  

NET Monitoring Contractor to receive background check results. 
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2.7 BROKER RESPONSIBILITIES 
 

A. Safe and Appropriate Transportation  

1. Area Agency on Aging of Western Arkansas, Inc. understands the most important 

function as a NET Broker is to facilitate safe, timely, and comfortable transportation 

of Medicaid beneficiary’s to and from their medical appointments in all regions.  

2. Area Agency on Aging of Western Arkansas, Inc. will provide transportation services 

for beneficiaries who have no other means of transportation available including 

transportation of escorts for minor beneficiaries or if medically necessary and will 

ensure all trips are authorized and eligible under the Medicaid and NET program 

rules through our commitment to the gatekeeping methodology.  

3. Area Agency on Aging of Western Arkansas, Inc. understands that trips must be 

provided without the collection of any co-payment, or mileage caps as long as it is 

medically necessary and with a Medicaid enrolled provider. 

 

B. Personnel, Exclusion List 

Area Agency on Aging of Western Arkansas, Inc. will verify all personnel against the State 

and Federal Medicare and Medicaid exclusion list. Our Agency will also check the Office of 

Inspector General (OIG) exclusions List of Excluded Individuals/Entities, The General Services 

Administration’s Excluded Parties List System (EPLC) and the DHS/DMS exclusions list to assure 

that no Office Staff, Administrators, Managers, Board Members, Personnel Having Fiduciary 

responsibilities, Personnel receiving paid compensation, or volunteers has been added to the 

list. 

 

C. Personnel, Roster 

1. AAAWA agrees that it is the Broker’s responsibility to provide a roster and notify the  
NET contract monitor within five (5) business days of all changes. 
2. AAAWA agrees the roster must include the following information for each person 

listed: 

 Name (Including maiden or previously used names) 

 Title 

 Date of birth 

 Social Security number 

 Date of hire 

 Date of discharge 
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3. AAAWA agrees employees of the Broker and the sub-contractor are prohibited from 
employment in any way connected to Medicaid transportation if they have been 
convicted of Medicaid or Medicare fraud, or been terminated from the Medicaid or 
Medicare program, or have been excluded from participation in any Arkansas 
DHS/DMS Program. 

  
 

D.  Submit Accurate Encounter (Trip) Information 

Area Agency on Aging’s staff have extensive experienced in file transmission, receiving 

secure data files in different formats, and data extraction from formats that include HIPPA 837. 

Area Agency has all the tools/software necessary to generate text-delimited files that are 

required for transmission. Additionally, AAA has file transmission capabilities through SFTP and 

other secure forms of encryption that include Microsoft Azure Encryption. Area Agency will 

utilize these tools to deliver encounter data to the Department of Human Services. Encounter 

data will be submitted securely before the last working day of the month through the Arkansas 

Medicaid portal. 

AAAWA agrees the Broker shall submit encounter reporting, including: 

 A record of the beneficiaries 

 Medical providers 

 Trip costs, etc., as required by DMS 

AAAWA further agrees the encounter data must be submitted electronically according to 

DMS EDI 837 format, no later than the last day of the month after the month transportation 

was provided. 

 

E. Broker Encounter (Trip) Information Responsibilities 

1. AAAWA agrees we must attest to the number of claims and trips submitted each 

month for the previous month of service. 

2. AAAWA agrees should the Broker fail to report encounter data in an accurate and 

timely manner, payment for that month of service shall be withheld until: 

 Data is submitted accurately 

 Accepted by the system 

 Verified by DHS/DMS NET Monitoring Contractor 

3. AAAWA agrees the Broker is responsible for electronically submitting encounter 

information as required by DMS and the Arkansas Medicaid Fiscal Agent.  
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F. Assure Quality Services 

Area Agency on Aging of Western Arkansas, Inc. agrees the Broker must ensure that 

Transportation Providers submit documentation, acceptable to DMS, which demonstrates 

adherence to all requisite health and safety standards for vehicle maintenance, operation, 

vehicular inspections as well as licensure, insurance and certification requirements, as 

applicable. AAAWA also agrees the Broker will maintain on file this documentation for 

inspection by DMS or its agent as well as documentation demonstrating all driver(s) 

qualifications and training(s); beneficiary problems/complaint resolution; and the delivery of 

clean, courteous, safe, and timely transportation service. 

Documentation for each provider is managed through a combination of physical and 

electronic procedures including hard copy business files, shared image storage organized by 

transportation provider, and relational database storage/reporting of critical compliance data.  

Our hard copy business file includes: 

 Copy of the executed service agreement for each provider with AAAWA 

 Transportation provider’s company profile information 

 Legal documentation defining the responsible corporate organization for reporting 

 Permits/corporate license/regulatory documentation 

 Insurance certificates for liability 

 Vehicle listings updated monthly 

 Driver listings updated monthly 

 Copies of all driver credentials including licenses, training certificates, criminal 

background searches, sex offender searches, child/adult maltreatments, drug screening, 

and motor vehicle reporting. 

 Records of the initial inspection and all subsequent inspections 

 Date, odometer reading, and description of inspection activity that verifies the vehicle 

meets the contractual vehicle requirements including brake inspection, tire tread, turn 

signals, horn, seat belts, air conditioning/heating, and cleanliness. 

 Copies of inspection reports including communications requiring follow up actions 

 Reporting including driver complaints or accident/incident reporting 

Area Agency on Aging of Western Arkansas, Inc. utilizes license plate matching processes as 

a means of Vehicle Identification Technology. All vans including those of the providers are 

tracked by the tag numbers as a consistent means for reporting and inspecting. It also aids in 

tracking incidents when calls are received involving complaints against a van or driver. 
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G. Provide Administrative Oversight and Reporting  

Area Agency on Aging of Western Arkansas understands the Broker is responsible for the 

management of overall day-to-day operations necessary for the delivery of NET services and 

the maintenance of appropriate records and system of accountability to report to DMS and 

respond to the terms of the contract. 

Area Agency on Aging of Western Arkansas, Inc. has the experience and developed level of 

expertise surrounding the NET program services. Our team understands that clear 

communication is necessary between all parties to ensure our recipients receive the safe, 

reliable transportation that they deserve.  

H. Broker Correspondence 

Materials are produced at the cost of AAAWA that provide our beneficiaries materials in 

English and Spanish as well as material for special needs beneficiaries such as the hearing and 

visually impaired. Changes may include new telephone numbers. 

 2.8 DRIVER AND ATTENDANT CONDUCT 
 

Transportation Providers (Driver and Attendant) Conduct  

A. The Broker must assure that drivers and attendants abide by the following requirements 

which must be stated in all transportation service agreements. 

 Drivers and attendants must maintain a professional and well-groomed appearance 

at all times. 

 Jewelry or other accessories that may interfere with the vehicles operator’s duties 

will not be permitted. 

 All drivers and attendants must wear or have visible, easily readable proper 

company identification.  

 All drivers and attendants must carry government issued identification or all drivers 

must carry a valid driver’s license.  

 At no time shall drivers or attendants smoke, while in the vehicle or while involved 

in beneficiary assistance, entering or exiting the vehicle, or while in the presence of 

any beneficiary.  

 

B. Drivers or attendants must provide assistance, as necessary, to and from the main door 

of the place of destination.  
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C. Drivers or attendants must identify and announce their presence at the entrance of the 

building at the specified pick-up location if the passenger is not waiting at the curbside. 

D. Drivers or attendants must assist the passengers in the process of being seated, as 

necessary, including the fastening of seat belts. 

E. Drivers shall confirm, prior to allowing any vehicle to proceed, that wheelchairs and 

wheelchair passengers are properly secured and that all passengers’ seat belts are 

fastened. 

F. Drivers or attendants must provide support and directions to passengers and assist 

wheelchair and mobility-limited persons as they enter or exit the vehicle. 

G. Driver assistance shall also include stowage of mobility aids and folding wheelchairs. 

H. Drivers or attendants are not responsible for passenger’s personal items. 

 

2.9 SAFETY VIOLATIONS 

AAAWA will ensure that the serious safety violations shall result in immediate termination 

an possible criminal charges of driver and attendant, include without limitation; 

 Failure to conduct visual vehicle inspection resulting in a beneficiary left unattended.  

 Failure to correctly utilize child safety buzzers. 

 Failure to comply with the child passenger transportation safety as described in this IFB 

 Failure to properly secure wheelchairs  

 

2.10 POLICY AND PROCEDURES 

AAAWA has policies and procedures already in place through careful consideration of the 

requirements of the Medicaid contract. These policies and procedures guides the department 

and the measures we take in screening, hiring, training, providing services, etc. As Medicaid 

guidelines change, our agency will ensure that our procedures incorporate those changes so 

that our recipients get the qualify service they deserve. 

AAAWA will also ensure that any sub-contractors used in providing services through this 

Medicaid contract will have policies and procedures in place prior to  
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2.11 DISASTER RECOVERY PLAN 
 

Executive Summary  

Overview  

The following Disaster Recovery Executive Summary is for Area Agency on Aging of Western 

Arkansas, Inc.  Area Agency’s goal is to mitigate risks to reduce potential issues and impacts by 

developing plans that provide the ability to recover from situations including, but not limited to 

unplanned evacuations; power outages; major water leaks; fire, loss of water/sewer service; 

severe weather; cyber-attacks; and any facilities failures that may cause business interruptions. 

The following is an overview of AAAWA’s DR enabled Infrastructure. AAAWA’s disaster recovery 

plan will be made available upon request to DHS/DMS Monitoring Contractor.  

 

Goals 

 Ensure the Safety of all employees located in Area Agency Facilities. 

 Minimize disruptions of voice and data services caused by man-made or natural 

disasters. 

 Minimize data loss in applications key to delivery of services to our clients. 

 Prevent and protect confidential client data from cyber-attacks. 

 Ensure AAAWA can quickly deploy new offices or expand current ones. 

 Ensure AAAWA data is backed up consistently.  

 Allow AAAWA to quickly restore from backup storage after a major disaster.  

Emergency Management Team 
 

 Name Title Contact Number 

Jennifer Hallum CEO/President 479-353-5789 

Dina Newman Transportation Project Director 479-652-5619 

Sherri Rudd IT Supervisor 479-806-4104 

Jose Lomeli Network Administrator 479-806-0701 

Brent Crull Maintenance Supervisor 479-629-2873 
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Private and Multiprotocol Label Switching (MPLS) Network 

Area Agency on Aging’s network infrastructure is a high-performance private IP and MPLS 

network. This design allows AAAWA to create and connect end-to-end fiber circuits, deliver 

super-fast internet, HIPPA compliant internet connection, and consistent performance across 

all AAAWA call center sites.  

 Quality of Service (QoS) Prioritization feature.  

 Reroute internet traffic through unaffected areas during internet outages.  

Failover Design 

In the event of a major disaster, AAAWA will continue to deliver high quality telephone service 

and mission critical applications will be up and running for customer service representatives to 

continue scheduling trips with minimal delay.  

 Multiple internet circuits in place allows AAAWA to maintain 99.99% uptime.  

 Call centers can failover to one of 4 call centers across Arkansas (Fort Smith, Northwest 

Arkansas, Russellville, or Searcy).  

 Call center calls will continue to be recorded for quality assurance. 

 



Area Agency on Aging of Western Arkansas               

Arkansas Non-Emergency Transportation Services (NET) IFB: 710-18-1025 

                                  123 | P a g e  

 

Scalability and Rapid Deployment Design 

AAAWA’s network design is easily scalable.  This gives AAAWA the ability to establish new 

offices with voice and data in approximately 45 to 90 days. 

 AAAWA can easily get a new site up and running with a full staff, computers, and IP 

phones ready to take on new transportation regions and begin scheduling beneficiary 

trips. 

Data Protection 

Beneficiary data is of the utmost importance to AAAWA. Beneficiary and trip scheduling data is 

backed up daily and replicated overnight to an off-site AAAWA location other than corporate.  

 Data lives in cloud based VM environment away from all AAAWA sites.  

 AAAWA has the ability to restore data and scheduling applications from multiple 

locations. 

 Data and Applications can quickly be restored to a new working site. 

DATA BACKUP  

Arcserve Unified Data Protection and ioSafe 
 
AAAWA uses Arcserve’s next generation unified architecture for both virtual and physical 
environments. AAAWA data is backed up and replicated on a fire and waterproof ioSafe 
Network Storage devices. This unified solution gives AAAWA the following innovative features 
such as: 
 

 

 

 

 

 

 Unified management console for all data protection needs. 

 Very flexible yet powerful data protection and availability plans. 

 Physical systems backup 

 Built-in replication 
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2.12 INSURANCE AND INSURANCE CERTIFICATE 
 

A. AAAWA agrees all insurance must be from responsible companies duly licensed and 

approved to do business in the State of Arkansas and provided in accordance with the 

terms and conditions of the contract. 

B. AAAWA agrees the Broker must maintain insurance in the amount required on each 

vehicle which must defend indemnify, and hold harmless Broker and the State of 

Arkansas from any claims which may arise out of operations under the contract. 

C. AAAWA agrees the Broker must procure the insurance policies at the Broker’s own 

expense and shall prior to provision of service state date, under any resulting contract, 

furnish the State an insurance certificate listing the State as loss payee. (Loss Payee is 

for notice requirements only; used to notify the state of changes in coverage or policy 

cancellations.) 

D. AAAWA agrees the insurance certificate must document that the liability insurance 

coverage purchased by Broker includes contractual liability coverage to protect the 

State, and must contain information required by the Insurance Department of the State 

of Arkansas. 

E. AAAWA agrees the Broker must verify and ensure that vehicles owned or operated to 

provide any service under this contract maintain insurance in the amount required on 

each subcontractor vehicle which shall defend, indemnify, and hold harmless 

subcontractor, Broker and the State of Arkansas from any claims which may arise out of 

operations under the contract. 

F. AAAWA agrees the Insurance certificate must document that the liability insurance 

coverage purchased in the amount of $1,000,000 by any sub-contractor includes 

contractual liability coverage to protect the State. 

G. AAAWA agrees for all liability insurance policies required to be in place under the 

contract, Broker shall ensure that the State of Arkansas, Department of Human Services 

(DHS) is named as an additional insured on the policies, as evidenced by documentation 

of the additional insured status, which shall be provided to DHS at the inception of the 

contract and upon any request. Additionally, Broker shall ensure that any and all 

notifications or other communications which the insurer sends to DHS under the policies 

shall be sent to the following address: 

   Department of Human Services, Division of Medical Services 
   Attn: Cherokee Bradley/Ward Hanna 
   700 Main Street S410 
   Little Rock, AR 72201 
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2.13 LICENSE, PERMIT AND CERTIFICATION REQUIREMENTS 

A. AAAWA assures DHS/DMS that sub-contractors will maintain current licenses, permits 

and certifications as required by all levels of government in Arkansas for operation of 

necessary vehicles which include but are not limited to: 

 Vehicle licenses 

 Driver’s license for each vehicle operator 

 Business license 

B. AAAWA will maintain a copy of the registration permits issued by the Arkansas 

Department of Finance and Administration (DF&A) for each vehicle operated. 

C. AAAWA assures DHS/DMS that all vehicles used for beneficiary transport will be in 

compliance with all requirements of the Arkansas Transportation Department for 

Arkansas Intrastate Renewal prior to the award and upon any contract renewal 

periods. 

 

2.14 CALL CENTER METRICS REPORT 

A. Area Agency on Aging will submit a monthly call center report. The report will include all 

requirements listed on section 2.14 Call Center Metric Reports on IFB: 710-18-1025.   

B. The report will include the following items. 

 Calls received 

 Calls answered 

 Calls abandoned 

 Percentage of calls abandoned 

 Average speed to answer calls 

 Average talk time 

C. AAAWA agrees the call center metrics report may be requested more frequently if 

performance deficiencies are indicated.  

  

2.15 REPORTING, QUALITY ASSURANCE AND PERFORMANCE MONITORING 

Our Compliance Officer and staff run weekly reporting to identify driver and vehicle 

credentialing that are in a specified range of expiration. Staff then notifies the provider of 

anything expiring within that range and gives the provider a window of time allowed to produce 

and deliver the documents to our staff. Our Medicaid Portal is then updated to include all 

renewals and updated information.  
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If a provider fails to provide the required documentation within a timely period, the 

provider is notified in writing the vehicle/driver/attendant must be removed from service until 

said documentation is supplied and updated within the portal.  

A. AAAWA agrees the submission of encounter information on every trip is a requirement 

of the contract. 

B. AAAWA agrees the Broker must timely and accurately submit encounter information 

through a secure internet connection. 

 The following link provides the Technology Requirements: 

https://medicaid.mmis.arkansas.gov/Provider/Hipaa/compan.aspx 

C. AAAWA agrees the Broker and all employees and subcontractors must report suspected 

Medicaid fraud, waste, and abuse. 

D. AAAWA further agrees that a summary of the required reporting formats can be found 

in “Attachment I”. 

E. AAAWA agrees the Broker must submit encounter information by the last working day 

of the month following the end of the reporting month, as specified in Section 2.21 (D)2. 

F. AAAWA agrees encounter information must be complete and accurate. 

G. AAAWA agrees during the execution of activities of the contract, Vendors must submit 

periodic status reports covering activities, problems, and recommendations. Vendors 

must submit status reports on a monthly basis no later than the 15th working day of 

each month. The status report must cover any escalations handled by the broker within 

the month, vehicle inspections, and staff turnover. These reports must be submitted to 

DMS or assigned contractors who have oversight of the NET Program. 

H. AAAWA agrees all brokers and their staff shall comply with the requirements imposed 

on mandated reporters in the Mandated Reporting Statutes – Arkansas Code Ann. SS 

12-12-1708 and 12-18-402. 

I. AAAWA agrees failure to provide or provision of false or inaccurate information may be 

considered fraud and may result in termination of the contract. 

J. AAAWA agrees encounter reporting must include all information in “Attachment I”. 

K. AAAWA agrees at a minimum, the following statistical data must be reported with the 

encounter: 

 Submission of encounter information on every trip is a requirement of the 

contract. 

 Destination provider Medicaid identification number 

 Date the trip was requested 

 Mode of transportation 

 Whether or not the appointment was after hours 

https://medicaid.mmis.arkansas.gov/Provider/Hipaa/compan.aspx
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 Whether or not the appointment was to a provider within the beneficiary’s 

region 

 Identification of others riding with the beneficiary 

 Scheduled arrival time for pick-up at point of origin 

 Scheduled appointment time with provider 

 Actual arrival time at destination 

 Return Trip: Actual arrival time for pick-up at destination 

 Return Trip: Actual drop-off time at point of origin 

 Miles 

 Curb-to-curb 

 Ambulatory - Wheelchair 

 

2.16 DRIVER REPORTS 

A. AAAWA will provide DHS/DMS NET Monitoring Contractor with a listing of all vehicles 

placed in service for performance of obligations under this contract before the service 

start of operations. 

B. AAAWA will ensure that Drivers must be listed separately for each sub-contractor. 

C. AAAWA agrees the roster must include at a minimum: 

 Driver’s name 

 Driver’s date of birth 

 Arkansas driver’s license number 

 Social security number 

D. AAAWA agrees the roster must be updated to reflect additions and deletions in 

personnel and submitted to DHS/DMS each calendar month. 

E. AAAWA agrees the roster is due by the fifteenth (15th) working day of the month 

following the end of the reporting month. 

 

2.17 VEHICLE REPORTS 

A. AAAWA agrees the Broker must provide the DHS/DMS NET Monitoring Contractor with 

a listing of all vehicles placed in service for performance of obligations under this 

contract before the provision of service start of operations. 

B. AAAWA agrees the list shall include for each vehicle: 

 Name of Transportation Provider 

 Manufacturer and model 
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 Model year 

 Vehicle Identification Number 

 Type of vehicle (minibus, wheelchair van) 

C. AAAWA agrees the roster must be updated to reflect vehicle additions and deletions. 

D. AAAWA agrees the roster is due by the fifteenth (15th) working day of the month 

following the end of the reporting month. 

 

2.18 REPORTS OF ACCIDENTS AND MOVING VIOLATIONS 
 

Accident and Incidents 

AAAWA has an established a policy concerning the reporting and investigation of 

accidents/incidents.  This policy is compliant with DHS/DMS requirements. The prime objective 

of accident investigation is prevention. Finding the causes of an accident and taking steps to 

control or eliminate it can help prevent similar accidents from happening in the future. 

A. AAAWA agrees the Broker must notify the NET Monitoring Contractor immediately of 

any accident while delivering services under the contract, whether or not it resulted in a 

driver or passenger injury or fatality. 

B. AAAWA agrees the Broker shall file a written accident report with the DHS/DMS NET 

Monitoring Contractor within three (3) working days of the accident. The Broker must 

file the written police report with the DHS/DMS NET Monitoring Contractor as soon as it 

becomes available from the police department. 

C. AAAWA agrees the Broker shall cooperate with DHS/DMS during any ensuing 

investigation. 

D. AAAWA agrees the Broker shall notify the DHS/DMS NET Monitoring Contractor within 

twenty-four (24) hours of any moving violations that occur while delivering services 

under this contract. 

E. AAAWA agrees the Broker must provide a copy of the citation to the DHS/DMS NET 

Monitoring Contractor within ten (10) working days of the violation. 

F. AAAWA agrees the Broker shall maintain copies of each accident report in the files of 

both the vehicle and the driver involved in the accident. 

G. AAAWA agrees the Police reports associated with moving violations must be maintained 

in the file of the responsible driver. 

H. AAAWA agrees the requirements of this section must be incorporated in all service 

agreements between the Broker and the Sub-Contractor. 
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Accident Reporting 

The following are the steps taken when an accident occurs.   

A. The transportation provider will immediately assess the situation and ask all passengers 

(if present) if they are ok. 

B. The transportation provider will then call 911 to report the accident.  Law enforcement 

and emergency medical services will be requested regardless of whether anyone says 

they are injured or not. 

C. Once the proper authorities are contacted the transportation provider will contact their 

respective AAAWA transportation office to report the accident. 

D. The transportation provider will provide details such as location, names of passengers 

on board, description of what occurred, and if any injuries were initially reported.   

E. The transportation provider will be required to obtain the responding law enforcement 

officer’s name and phone number in order to get a copy of the completed accident 

report when available.   

F. The transportation provider will be required to take a post-accident drug screen 

immediately after the accident scene has been cleared.  Post-accident drug screens are 

required within an 8 hour period after the accident. 

G. If the transportation has passengers the respective transportation office for the driver 

will arrange for the passengers to be covered. 

H. The transportation provider will be required to report to the respective transportation 

office as soon as possible to fill out the required accident investigation paperwork. 

I. Reporting and required paperwork will be provided to DHS/DMS within the required 

timeline. 

 

Accident Investigation 

The following are the steps taken when an accident occurs. 

A. Once an accident has been reported it is the Transportation Project Director will notify 

the DHS/DMS NET Monitoring Contractor of the accident. 

B. All documentation to include statements, reports, photographs, law enforcement 

reports, drug screen results, etc. will be reviewed by the Transportation Compliance 

Coordinator. 

C. A report will be generated by the Transportation Compliance Coordinator summarizing 

the facts surrounding the accident. An initial determination of “preventable” or “non-

preventable” will be established for the accident. 
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D. The Transportation Compliance Coordinator will send all documents to the “Accidents” 

email group.  The email group is comprised of members of the corporate staff of 

AAAWA aligning different disciplines for review of the accident. 

E. The respective Transportation Coordinators will be responsible for any corrective 

actions concerning the Transportation Providers per corrective action guidelines. 

F. A copy of the accident reports will be maintained in both the Transportation Provider’s 

file as well as the vehicle file involved. 

G. Reporting and required paperwork will be provided to DHS/DMS within the required 

timeline. 

 

2.19 SCHEDULED AND DELIVERY STANDARDS   

AAAWA required NET providers to meet and strive to exceed minimum delivery standards 

for scheduled services.  Medicaid beneficiaries will be transported in a safe and timely fashion 

to and from scheduled appointments 

 

A. AAAWA ensures that the Brokers must collect and accurately report: 

 Scheduled pick-up times 

 Actual pick-up times 

 Scheduled appointment (drop-off) times 

 Actual drop=off times at appointments. 

B. AAAWA agrees that the Broker will ensure that services comply with the following 

minimum service delivery requirements: 

 Medicaid beneficiaries shall be transported in a safe and timely fashion to and 

from scheduled appointments. 

 Medicaid beneficiaries shall be advised of an estimated pick-up time at the time 

the transportation request is made. 

 Transportation providers will arrive at the pick-up location no later than fifteen 

(15) minutes after scheduled pick-up time. Transportation providers will deliver 

the beneficiary to the site of the scheduled medical appointment fifteen (15) 

minute’s prior to the scheduled appointment, but no earlier than one (1) hour 

before the appointment.  

 Providers are not required to wait for the beneficiary more than fifteen (15) 

minutes after the scheduled pick-up time.  

 The Broker will contact and confirm the scheduled pick-up time with the 

beneficiary within twenty-four (24) hours of the pick-up.  
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 The dispatcher or sub-contractor must notify the Medicaid service provider to 

report late arrivals or deliveries.  

 The Broker shall monitor return trips to ensure beneficiaries are delivered home 

in a timely manner.  

 If a delay of fifteen (15) minutes or more occurs, the Broker must contact the 

beneficiary’s point of pick-up to the destination.  

 In a multiple-passenger situation the Broker will ensure that all beneficiaries are 

not in a vehicle more than one (1) hour longer than the average travel time for 

direct transport from the beneficiary’s point of pick-up to the destination.  

 When scheduling is requested by the beneficiary’s authorized representative, 

the Broker must advise the representative that the beneficiary must be 

accompanied by a caretaker if beneficiary’s age, disability, or other conditions 

prevent the beneficiary from being able to act on his/her own in a safe and 

competent manner.  

 The Broker must ensure that at any destination site the beneficiary is not left 

alone in circumstances which may place him/her in danger.  

 The driver and attendant are responsible to ensure the beneficiary is left at the 

correct destination.  

 The Broker must ensure the beneficiary is not delivered and dropped off prior to 

the opening of the destination site.  

 The Broker will ensure that the beneficiary is picked up prior the closing of the 

site.  

C. AAAWA agrees these requirements must be stated in all transportation service 

agreements between the Broker and Sub-Contractor. 

 

2.20 SUBCONTRACTOR INFORMATION 

A. Sub-Contractor Records 

1. AAAWA agrees the Broker must establish and maintain records and related information 

in its files for each non-public sub-contractor with whom the Broker has entered into a 

service agreement. 

2. AAAWA agrees ay changes in sub-contractors or changes in existing information 

regarding sub-contractor must be recorded at the time of occurrence of the change, or 

within a maximum of five (5) business days. 

3. AAAWA agrees recorded changes must be available to DHS/DMS NET Monitoring 

Contractor upon request. 
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B. Recruit and Negotiate with Sub-contractor 

1. AAAWA agrees the Broker may operate as a provider, as part of the provider 

network, or as sole provider as long as access to NET services remain sufficient to 

provide services for all qualified beneficiaries residing in the region served by the 

Broker. 

2. AAAWA agrees if not operating as a sole provider, the Broker must establish a 

network of sub-contractors to deliver transportation for medical care. 

3. AAAWA agrees the Broker must negotiate service delivery rates with each 

qualified sub-contractor. 

4. AAAWA will ensure that the Broker must provide accurate and timely payments 

to each sub-contractor based on the agreement between the Broker and Sub-

Contractor and the authorized services rendered. 

5. AAAWA agrees the negotiated rate must be fully disclosed in the agreement 

between the sub-contractor and the Broker. 

6. AAAWA agrees the Broker must ensure each region awarded maintains 

adequate transportation capabilities and adheres to all requirements of the 

Americans with Disabilities Act. 

 

Area Agency on Aging of Western Arkansas, Inc. clearly defines all NET operational and 

performance requirements from both DHS/DMS and AAAWA in our NET Provider Agreements. 

During our Provider Orientation, we require all Providers review and sign operational and 

performance requirement documentation acknowledging their understanding of both.   

AAAWA will not establish or maintain contracts with NET Providers who are known to be 

convicted of Medicaid or Medicare fraud, or have been terminated from the Medicaid or 

Medicare program, have been excluded from participation in any Arkansas NET program, or 

that have been determined to have committed fraud of a State or Federal department. 

AAAWA does monthly audits of files, vehicle inventory, complaints, and the OIG exclusion 

list to assure that no owner, manager or employee of the provider has been added to the list. 

AAAWA will monitor and provide a roster of all personnel, including office staff, 

administrators, managers, board members, anyone having decision making or fiduciary 

responsibilities, whether paid or volunteer, in regard to the NET contract who have been 

checked against the State or Federal Medicare and Medicaid exclusion list and will notify the 

NET Contract Monitor within five (5) days of any and all changes. 

Area Agency on Aging of Western Arkansas, Inc. acknowledges that the DHS/DMS reserves 

the right to direct us to terminate any service agreement with a NET Provider when the 

DHS/DMS determines it to be in the best interest of the State of Arkansas. 
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C. Unacceptable Performance 
 

1. AAAWA agrees the Broker must terminate a service agreement with a sub-contractor 

when unacceptable performance as determined by DHS/DMS, is identified or the sub-

contractor has failed to take satisfactory corrective action within a time period specified 

by DHS/DMS not to exceed thirty (30) calendar days from the date of notice of 

unacceptable performance. 

2. AAAWA agrees DHS/DMS reserves the right to direct the Broker to terminate any 

service agreement with a sub-contractor when DHS/DMS determines this to be in the 

best interest of the State. 

 

D. Service Agreement, Pre-Approval 

Prior to the provision of service, AAAWA must submit for DHS/DMS review a model service 

agreement that the Broker shall use to obtain transportation service. 

1. AAAWA agrees the Broker’s written agreements with sub-contractors and 

employees must provide for revocation or other remedies for inadequate 

performance. 

2. AAAWA agrees the service agreement must include the same terms of 

Confidentiality of Information and HIPAA Compliance as required of the Broker. 

 

E. Sub-Contractor Agreements 

AAAWA’s agreements with sub-contractors must be in writing and pre-approved by 

DHS/DMS prior to signing with sub-contractors. 

1. AAAWA agrees the Broker’s agreements with sub-contractors must be in writing 

specifying the delegated activities required by this IFB. 

2. AAAWA agrees the Broker must specify prior to the beginning of services, to the sub-

contractor(s), the respective reporting requirements per this IFB> 

3. AAAWA ensures that agreements must be provided to the DHS/DMS NET Contract 

Monitor. Electronic submission is the preferred method. 

4. AAAWA agrees the Broker is responsible for ensuring that all transportation services 

are provided by drivers meeting the qualifications as set out in this IFB under the 

Operational Requirements section. 

5. AAAWA agrees the Broker is prohibited from establishing or maintaining service 

agreements with: 

 Sub-contractors which have been convicted of Medicaid or Medicare fraud 
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 Been terminated from the Medicaid or Medicare program 

 Have been excluded from participation in any Arkansas DHS/DMS program 

F. Default Provision 

AAAWA agrees a specific provision that, in the event of default by the Broker, the 

agreement may, at the discretion of DHS/DMS be assigned to DHS/DMS or its agent for 

continued provision of transportation services. 

1. AAAWA agrees this provision is further defined in the DHS/DMS performance 

monitoring section of this IFB. 

2. AAAWA agrees all terms, conditions and rates established by the agreement shall 

remain in effect until or unless re-negotiated with DHS/DMS or its assignee, 

subsequent to the default action. 

3. AAAWA agrees that copies of all service agreements between the Broker and sub-

contractors must be forwarded to the DHS/Division of Medical Services (DMS) Net 

Monitoring Contractor. 

4. AAAWA agrees all written agreements with sub-contractors must be submitted to 

DHS/DMS or NET Monitoring Contractor at least thirty (30) calendar days prior to 

beginning of the transportation services. 

5. AAAWA agrees these agreements must be accompanied by the Broker’s attestation 

as to service that is covered by these agreements. 

 

2.21 Payment and Invoice Provisions 

A. AAAWA bidders must provide a per member per month (PMPM) base rate for each 

region they are submitting a bid. 

1. AAAWA agrees the PMPM base rates that are submitted by the bidder must be 

within the range listed on each region’s official bid price sheet, in order to be 

considered for the NET contract award. 

2. AAAWA agrees DHS Division of Medical Services (DHS/DMS) shall provide the Broker 

the number of NET covered Medicaid eligible beneficiaries, as determined by the 

DHS/DMS fiscal agent, for the month prior to the month of service, which the per 

member per month payment is calculated. 

3. AAAWA the number of eligible persons represents the count prior to the month of 

service. For example, the report for September would reflect the number of NET 

eligible persons in August. 

 

 



Area Agency on Aging of Western Arkansas               

Arkansas Non-Emergency Transportation Services (NET) IFB: 710-18-1025 

                                  135 | P a g e  

 

B. Payment, Sub-Contractors 

 

1. AAAWA agrees the Broker shall provide payment to sub-contractors in accordance 

with the terms of the service agreement between the Broker and the sub-

contractor. 

2. AAAWA agrees the Brokers must make full payment to sub-contractor for authorized 

trips within a reasonable time, not to exceed thirty (30) Calendar days, following the 

Broker’s receipt of an invoice from the sub-contractor. 

3. AAAWA agrees the Broker shall render payment to sub-contractors for authorized 

trips made in accordance with this IFB and the terms of the contract. 

4. AAAWA agrees DHS/DMS shall not be responsible or intervene on behalf of any sub-

contractor should the Broker fail to provide timely payment or for any other matter 

of dispute between the Broker and the sub-contractor. 

C. Data Book Provisions 

 

1. AAAWA agrees a data book (Attachment H) provided with this IFB is for 

informational purposes only in order to assist bidders in understanding the 

beneficiary and service utilization from a historical perspective. 

2. AAAWA agrees the amounts shown in the data book represent the Department’s 

best effort of a true and accurate accounting of each item as known to the 

department at the time of this IFB publication. 

D. Rates 

 

Annual Rates and Monthly Trip Reporting 

 

1. AAAWA agrees Brokers are responsible for meeting monthly trip reporting deadlines 

and accuracy standards whether they provided the transportation or employed a 

subcontractor to provide the transportation. 

2. AAAWA further agrees that all NET trips must be reflected by the DHS/DMS system 

the last day of the month following the month the transportation was provided in 

order for a Broker’s monthly payment to be relinquished by DMS the following 

month. For example, NET trips provided in May 2018 must be reflected in the 

DHS/DMS system no later than June 30, 2018 in order for a Broker to receive July 

2018 payment. 

3. AAAWA agrees it is the Broker’s responsibility to monitor the DHS/DMS system in 

order to ensure that all legitimate trips are reflected. 

4. AAAWA agrees that the Broker shall report any issues to the NET Monitoring 

Contractor in a timely manner in order to meet the reporting deadlines and accuracy 

standards. 
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5. AAAWA also agrees this IFB includes gatekeeping standards that expand upon 

current practice. This is intended to eliminate trips not consistent with the intent of 

the NET program. AAAWA agrees the intent of the NET program is to provide a 

Medicaid beneficiary transportation to a medical provider when they do not have 

access to other transportation. 

 

E. Broker’s Monthly Payment Rate Calculations 

 

1. AAAWA agrees the successful bidder’s rate for the region will be multiplied by the 

number of covered Medicaid eligibles in the region. 

(Capitated Rate x Member Months) 

DHS Division of Medical Services (DMS) will provide the Broker the number of Non-

Emergency Transportation (NET) covered Medicaid eligibles as determined by the 

DMS fiscal agent for the month prior to the month of service for which the per 

member per month payment is calculated. For example, the report for September 

would reflect the number of NET eligible members at the end of August. 

(Rates will be evaluated and are subject to change annually) 

(Capitated Rate x Member Months) 

2. AAAWA agrees the Broker must accept the most current monthly per member per 

month payment, as payment in full, inclusive of all administrative costs, 

transportation costs, overhead, and profit, for all services required under this 

procurement and the ensuing contract. Historical information regarding the number 

of members in each region per month can be found in “Attachment H”; this 

information is subject to change during the term of the contract. 

3. AAAWA agrees following the close of each annual contract period, DHS/DMS shall 

reconcile payment based on the actual number of NET covered Medicaid eligible(s) 

for each month of service, the number of eligible(s) for which the per member per 

moth payments were made, and the difference, if any. (The actual number of 

eligible(s) is defined as being eligible to receive NET services for a minimum of 

fourteen (14) days of a month.) The number of days the beneficiary was “eligible” is 

calculated not in accordance with the eligibility date as established by the Division of 

County Operations, instead it is determined based on a specific method applicable 

only to the NET reconciliation, a method which is based on the date of the notice of 

the eligibility determination. An additional per member per month payment shall be 

made to the Broker if the actual number of eligible(s) exceeds the number for which 

payment was previously made. Conversely, if the number of eligible(s) for which 

payment was made exceeds the actual number, this difference shall be deducted 

from a future payment to the Broker. 
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The term “NET” covered Medicaid eligible” refers to Medicaid beneficiaries who 

were approved for one of the Medicaid Aid categories eligible for NET including 

beneficiaries who gained eligibility on or after January 1, 2014. For the purpose of 

this IFB, the “eligibility date” is the date of the notice of eligibility determination 

which the beneficiary received from the Division of County Operations. The Eligibility 

under this IFB does not include retroactive eligibility as contemplated under the 

Division of County Operations Medical Services Policy Manual, and it does not 

include the period of time from the application date until the date of eligibility 

determination notice. The above described fourteen (14) day standard is calculated 

based on the date of the notice of eligibility determination and it is not based on the 

date the actual eligibility started. 

4. AAAWA agrees DHS/DMS reserves the right to deduct Medicaid fee adjustments 

from the broker’s monthly invoice prior to payment. 

5. AAAWA agrees DHS/DMS shall notify the Broker in writing of any claim for damages 

at least ten (10) business days prior to the date DHS/DMS deducts such sums. 

6. AAAWA agrees payment shall be made in accordance with applicable State of 

Arkansas accounting procedures upon acceptance by the Agency. The state may not 

be invoiced in advance of delivery and acceptance of any service. 

7. AAAWA agrees the Broker must be registered to receive payment and future IFB 

notifications and must register at https://www.ark.org/vendor/index.html 

 

2.22 Beneficiary Residence – In and Outside Net Service Region 

Area Agency on Aging of Western Arkansas, Inc. agrees to arrange travel into and out of 

other regions when the Medicaid beneficiary being transported is a resident in our regions. 

AAAWA further agrees that as Broker, we may enter into agreements with other Broker’s or 

individual subcontractors or volunteer providers in other regions to provide transportation trips 

in cases where a beneficiary must travel outside the region of residence to obtain appropriate 

health care services and that Brokers are not responsible for assuring that non-emergency 

transportation services are provided to Medicaid beneficiaries who reside outside of the 

awarded region(s). 

At Area Agency on Aging of Western Arkansas, Inc., we understand the need for specialized 

services and will work with the beneficiary to ensure their trip is appropriate to their needs. 

Having provided this service for many years, we have found that most of the service needs is for 

specialized medical services. When treatment is needed, that cannot be met locally, we 

consistently travel to Little Rock to UAMS and Children’s Hospital where the recipient can 

https://www.ark.org/vendor/index.html
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receive the treatments needed. As in all aspects of service, we strictly follow the guidelines set 

forth by this IFB and ensure that referrals are documented as needed. 

AAAWA has developed a number of ways to provide service, depending on the need, the 

destination and the most appropriate mode for each individual including: 

 AAAWA will directly provide the service 

 AAAWA will assign the trip to a qualified provider 

 AAAWA will provide gas reimbursement if they are driving their own car, but cannot 

afford the gas 

 AAAWA will arrange mutual coordination with other regions 

 AAAWA will arrange other safe means as appropriate 

A. Broker Responsibility 

1. AAAWA agrees the Broker must arrange travel into and out of other regions when 

the Medicaid beneficiary being transported is a resident in the Broker’s region. 

2. AAAWA agrees the Broker may enter into service agreements with other Brokers, 

individual sub-contractors, or volunteer transportation providers in other regions. 

3. AAAWA agrees service agreements may provide transportation in cases where a 

beneficiary must travel outside the region of residence to obtain appropriate health 

care services. 

4. AAAWA further agrees Brokers are not responsible for assuring that NET services are 

provided to Medicaid beneficiaries who reside outside the Broker’s region. 

B. Beneficiary Application for Services 

1. Area Agency on Aging of Western Arkansas, Inc. accepts transportation requests 

made through our Customer Service Representatives for routine NET transportation 

services when made at least 2 business days (48 hours excluding weekends and 

holidays) before the trip is needed.  

2. AAAWA agrees the Broker must check eligibility upon scheduling. 

3. Area Agency on Aging of Western Arkansas, Inc. agrees Medicaid beneficiaries must 

have a valid Medicaid number to receive NET services and if the beneficiary cannot 

provide the number, the beneficiary must be instructed to contact Medicaid or the 

Medicaid NET help line to obtain the number. Additionally, AAAWA agrees that 

verification of eligibility is the responsibility of the Broker at the time of reservation. 

4. AAAWA understands that Arkansas Medicaid NET waiver program does not include 

transportation services for beneficiaries who are: 

 Nursing facility residents 
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 Residents of intermediate care facilities for the mentally retarded (ICF-ID) 

 Qualified Medicare Beneficiaries (QMB) (Medicaid pays only the Medicare 

premium, deductible and co-pay) 

 Special Low Income Qualified Medicare Beneficiaries (SLMB) 

 Qualifying Individual 1 (Ql-1) 

 ARKids First-B Beneficiaries 

 Covered for periods of retroactive eligibility 

 Incarcerated 

 

C. Scheduling Advance 

AAAWA agrees that Advance scheduling is mandatory for all NET services except: 

1. Urgent care/appointments 

2. Hospital discharges and follow-up appointments in which the timeframe does not allow 

advance scheduling. 

D. Broker Correspondence 

We will distribute a brochure that will help provide the “BEST RIDE” possible for all 

beneficiaries. Information can include, but will not be limited to: 

 Contacting our office to reserve a trip 

 Best times to schedule a ride 

 General “rules of the road” 

 Information needed by AAAWA to process the trip request 

 Beneficiary responsibilities 

 

The brochure will be distributed to medical providers, human service agencies, and to 

beneficiaries. 

1. AAAWA agrees the Broker is required to notify beneficiaries of scheduling 

requirements and Broker contact information through the distribution of DHS/DMS 

approved communication tools such as brochures and posters. 

2. AAAWA agrees distribution options include, but are not limited to, yearly mail-outs 

and distribution of materials on NET vehicles. 
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E. Gatekeeping Process 

1. Area Agency on Aging of Western Arkansas, Inc.’s NET Call Center will process requests 

for NET services received forty-eight (48) hours prior to an appointment, excluding 

weekends and state holidays for eligible DHS/DMS beneficiaries or their authorized 

representatives. During the gatekeeping process, AAAWA will enter the caller’s name, 

relationship, and contact information for calls placed by authorized representatives 

making reservations for an eligible beneficiary including routine trips and standing 

orders. 

2. During the gatekeeping process AAAWA will determine: 

 Is there an operational vehicle in the household available to the beneficiary? 

 Is there public transit available to the beneficiary? 

 Are there other means of transportation available to the beneficiary? 

If the answers to all the questions above are NO, AAAWA is required to transport. If the 

answers to any of the questions are YET, AAAWA shall deny transportation. 

3. To determine if there is an operational vehicle available to the beneficiary, AAAWA will 

ask: 

 Is there a vehicle in your home? 

 Is the vehicle drivable? 

 Are you physically able to drive the vehicle? 

 Is there someone available to drive your vehicle for you? 

 Is the vehicle available at the time of the appointment? 

 Do you have the funds available to operate the vehicle? 

4. To determine if there is public transit available to the beneficiary, AAAWA will ask: 

 Is public transit available? 

 Do you have the funds to pay to use public transit? 

5. To determine if there are other means of transportation available to the beneficiary, 

AAAWA will ask “ Are there other means of transportation available to you such as”: 

 Your relatives 

 Neighbors 

 Friends 

 Community organizations 

 And/or including medical providers 

6. AAAWA will record the questions and responses. 

7. AAAWA will maintain the recording for one (1) year. 

8. AAAWA will make the recording available to DHS/DMS or the DHS/DMS NET Monitoring 

Contractor within five (5) business days of the request. 
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9. AAWA will not provide requested transportation for any beneficiaries who refuse to 

answer questions related to their need for transportation. 

10. AAAWA will determine if the beneficiary is eligible for NET services by considering as a 

basis for denial whether or not the medical service provider also provides the 

transportation that is available to the beneficiary. 

 

F. Authorized Representatives 

AAAWA agrees to the conditions of the IFB in relation to Authorized Representatives 

and will follow the requirements in our gatekeeping practices. Further, AAAWA 

acknowledges the beneficiary or their representative must attest by the close of 

business of the last Wednesday of the preceding month that the beneficiary continues 

to have the need for NET services. 

1. AAAWA agrees if the beneficiary relies on the assistance of his or her representative 

to schedule NET services, the beneficiary may provide the names, relationship and 

contact number for up to two (2) authorized representatives to the Broker when 

scheduling their NET services. 

2. AAAWA agrees the Broker shall only take information or discuss the beneficiary’s 

need for NET services with the beneficiary or with the beneficiary’s authorized 

representative as listed on file with the Broker and DHS/DMS. 

3. AAAWA agrees the Broker is not permitted to discuss the issues related to NET 

services with any other individuals, agencies, or providers. Similarly, DHS/DMS shall 

discuss NET related matters only with the beneficiary and their authorized 

representatives as listed on file with the Broker and DHS/DMS. 

4. AAAWA agrees the authorized representative is an individual, who upon the Broker’s 

request can answer the gatekeeping questions asked of the beneficiary when they 

are scheduling the NET services. 

5. AAAWA agrees the beneficiary or their authorized representative may request 

transportation for more than one reservation including standing orders for routine 

medical care. 

6. AAAWA agrees the beneficiary or their representative must attest by the close of 

business of the last Wednesday of the preceding month that the beneficiary 

continues to have the need for NET services. This determination must take into 

consideration the beneficiary’s ability to provide for his or her transportation 

outside of the NET program, as well as the beneficiary’s needed level of 

transportation. Attestation of the need for NET services shall be the sole 

responsibility of the beneficiary or their authorized representative. 

7. AAAWA agrees Medicaid shall not provide or pay for transportation if the 

beneficiary could have arranged for transportation on his or her own. 
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8. AAAWA agrees during the gate keeping process, the following questions must also 

be asked by the Broker: 

(a) Can you provide at least two (2) authorized representatives that will be 

allowed to schedule NET services on your behalf? 

(b) If so, please provide: 

 Their first name 

 Their last name 

 Relationship 

 Contact number 

9. AAAWA agrees the broker must confirm that the authorized representatives who 

are scheduling transportation are not: 

 Associated with any agency 

 Provider 

 Other entity to which transportation is or may be requested 

10. AAAWA agrees the Broker shall only schedule NET services with the beneficiary 

and/or the authorized representatives that are not associated with any: 

 Agency 

 Provider 

 Any other entity to which the transportation is requested 

11. AAAWA agrees the broker must confirm that the authorized representatives who 

are scheduling transportation by asking are you associated with: 

 Agency 

 Provider 

 Any other entity to which the transportation is requested 

12. AAAWA agrees if it is determined that the Broker must make provisions to provide 

transportation, the beneficiary or their authorized representative must be asked: 

 Do you confirm the information provided is true, accurate and complete? 

 Do you understand any falsification omission or concealment of information 

may result in termination of all transportation services or additional penalty?  

G. Beneficiary Extension of Transportation Services 

1. AAAWA will ensure that a beneficiary who is a newly eligible adult who participates 

in a commercial insurance plan must contact the DHS/DMS NET Monitoring 

Contractor to seek an extension of transportation services (EOTS) for trips in excess 

of the eight (8) trip limit. 

2. All EOTS must be approved by the DHS/DMS Monitoring Contractor.  

3. The NET Monitoring Contractor shall inform the Broker of the decision to deny or 

grant more legs/units. 
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4. Additionally, AAAWA bears the responsibility for creating an internal process within 

our call centers to accommodate and track the EOTS. 

 

H. EOTS Communication Requirements 

AAAWA has a secure email address and a designated employee for the EOTS process at 

each office location. 

 

I. EOTS Non-Approved Transportation 

AAAWA agrees that if transportation is provided to a beneficiary who is newly eligible 

that exceeded their transportation limits and no EOTS was obtained, we will not receive 

credit for those trips in subsequent rate calculations. 

 

J. EOTS Broker Compliance to Trip Limits 

1. AAAWA agrees is will be the responsibility of the NET Monitoring Contractor to 

oversee Broker compliance with imposing newly eligible adults beneficiary trip 

limits and the EOTS process. 

2. AAAWA further agrees that newly eligible adults in the interim period do not 

have a trip limit. 

2.23 ALLOWABLE ESCORT TRANSPORTATION FOR MINOR/INCAPACITATED BENEFICIARY 

A. Allowable Escort Transportation for Minor/Incapacitated Beneficiary 

AAAWA will follow all guidelines for allowable escort transportation when scheduling 

minor/incapacitated beneficiaries for transportation services.  

1. AAAWA agrees a parent, foster parent or guardian may escort a Medicaid 

beneficiary who is a minor or an incapacitated adult. 

2. AAAWA agrees the transportation of an escort with a beneficiary should not be 

submitted as a separate encounter. 

 

B. Allowable Escort Transportation for Minor/Incapacitated Beneficiary Visitation 

 

1. AAAWA agrees a parent, foster parent or guardian is considered an escort and is 

eligible for transportation to visit a minor Medicaid beneficiary that is an 

inpatient of a hospital, whether or not the escort is Medicaid eligible. 
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2. AAAWA agrees there is a limit of one (1) trip to and from the hospital for the 

escort to visit the minor beneficiary per episode of care. 

3. AAAWA agrees transportation of individuals who are not Medicaid beneficiaries 

who are transported separately from the beneficiary should be reported as an 

encounter under the respective Medicaid beneficiary identification number. 

 

C. Non-Allowed Charges 

Transportation to visit adult Medicaid beneficiary inpatients is not covered. 

 

D. Special Circumstances 

AAAWA understands requests to provide transportation services home from the 

hospital emergency department, are not covered under the NET program unless the 

beneficiary was admitted to the hospital as an inpatient or for a 23-hour hold (In 

which case the transport would be considered a hospital discharge) 

When required by State Law, the Broker must make prior arrangements to provide a child 

safety seat or wheelchair to a beneficiary being discharged and transported from the hospital 

when the beneficiary does not have their child safety seat or wheelchair in their possession at 

the time of hospital discharge. 

 

2.24 LEVELS OF TRANSPORTATION 

A. Modes of Transportation Required by Beneficiary Due to Functional Independence 

1. When determining the most appropriate mode of transportation for a beneficiary, 

AAAWA will consider the beneficiary’s current level of mobility and functional 

independence in making a decision for the scheduled trip.  

2. Other modes of transportation will be considered when the beneficiary 

 Is traveling to and from a location inaccessible by public transportation 

 Is accessible by public transportation but the pickup/drop-off location does 

not provide safe access to location based on the beneficiary’s age, mobility, 

and functional independence 

3. The beneficiary indicates during the call request that public transportation is neither 

appropriate nor a safe mode of transportation due to specific conditions of the 

beneficiary. 
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B. Provision of Services, Broker NET 

When determining the most appropriate means of transportation for a beneficiary, AAAWA 

will consider the following options: 

1. Providing the services ourselves 

2. Negotiating service agreements with qualified sub-contractors 

3. Entering into service agreements with federally funded or public transit agencies 

without limitation: 

 Not for profit agencies 

 Transit authorities 

 Licensed common carriers 

 

4. Providing tokens or passes to cover the fare to those who cannot afford it, for: 

 Federally funded 

 Established public or private transit service if the beneficiary has the physical and 

mental capacity to use such services 

 Arranging for volunteer transportation 

 Providing mileage reimbursement if the beneficiary has a working vehicle but is 

unable to afford the gasoline 

5. AAAWA agrees in all cases the Broker must provide the most appropriate and safe 

service to meet the beneficiary’s health needs. 

6. AAAWA further agrees in all cases, Broker shall NOT provide NET services using ride-

sharing services including without limitation the following: 

 Uber 

 Lyft 

 Taxi 

 

C. Denial of Transportation 

1. AAAWA follows the guidelines of denial of transportation and gives written notice to 

the beneficiary of the denial and the cause for denial. A copy of this denial is 

provided to the NET Monitoring Contractor via email and notices are sent via U.S. 

Postal Service. 

2. AAAWA agrees to send a model denial notice to DHS/DMS for approval prior to the 

start of the contract. 

3. The notice will include: 

 An explanation of the services and reason for denial 

 The Medicaid NET Helpline phone number (888-987-1200) option 1 
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 The beneficiary’s opportunity for a fair hearing under the Arkansas 

Administrative Procedure Act, Ark. Code Ann. 25-15-201 through 25-15-218. 

 A copy of each denial notice sent to a beneficiary must also be sent to the 

DHS/DMS NET Monitoring Contractor within one (1) week of the denial. 

4. A copy of each denial notice sent to a beneficiary must also be sent to the DHS/DMS 

NET Monitoring Contractor within twenty-four (24) hours of denial. 

5. If the beneficiary chooses to appeal the denial, the beneficiary must submit the 

appeal request in writing through the U.S. Postal Service to the: 

Department of Human Services 

Appeals and Hearings Section 

P.O. Box 1437, Slot N401 

Little Rock, Arkansas 72203-1437 

6. AAAWA agrees the appeal request must be received by the Appeals and Hearing 

Section no later than thirty (30) calendar days from the next business day following 

the date of the postmark on the envelope containing written notice of an adverse 

decision. 

 

D. Complaints 

AAAWA is dedicated to providing excellent customer service and maintaining a healthy 

relationship with the beneficiaries that we serve.  A complaint process is in place to ensure that 

complaints are handled as efficiently and effectively as possible.   

Complaints are typically received by telephone but can be received in other written formats 

such as emails or letters.  Complaints can also be received through the DHS/DMS Net 

Monitoring Contractor. 

The Broker is responsible for recording and responding to complaints concerning the 

delivery of services. 

1. The Broker must respond to the complainant within one (1) working day of the 

complaint and have a written record of the complaint and resolution. 

2. Upon request the complaint and its resolution must be provided to DHS/DMS or 

NET Monitoring Contractor within two (2) days of the complaint. 

3. The Broker must also provide information to the complainant regarding the 

Medicaid NET Helpline. 

4. The Broker shall compile and analyze complaints on a monthly basis and prepare 

a report to ensure the quality of services to beneficiaries. 
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5. The report must be sent to the DHS/DMS NET Monitoring Contractor on a 

monthly basis and must include a description of corrective actions taken to 

assure service delivery conforms to the requirements of the awarded contract. 

6. The Broker must maintain the complaint records for five (5) years. 

Once a complaint is received it is forwarded to the respective Transportation 

Coordinator. The complaint is entered into the Complaint Log spreadsheet. 

The Transportation Coordinator begins the investigation of the complaint. 

 Transportation Coordinator will take immediate action if complaint is 

deemed volatile or could cause immediate harm to the business 

 Transportation Coordinator will conduct necessary interviews of 

complainant and other party/s involved in the complaint 

 Transportation Coordinator will review and collect any documentation 

associated with the complaint.  This can include but not limited to 

recorded phone calls, audio/visual recorded video, and Transportation 

Provider submitted documentation. 

 The Transportation Coordinator will review all documentation and 

determine if the complaint is sustained or not sustained.   

 If no clear determination can be reached the Transportation Coordinator 

may request assistance from their respective Transportation Coordinator 

and/or the Human Resources Department.   

 If a complaint is found to be sustained the appropriate step/s of the 

Progressive Discipline Policy will be followed after reviewing the decision 

with the Human Resources Department.   

 Transportation Coordinator will document in detail on the AAAWA 

Complaint Form (Figure 2.24.D.1 Page 148) AAAWA Complaint Form) the 

complaint and subsequent investigation.  The form will be retained in file 

and a copy sent to the Transportation Project Director. 

 Transportation Coordinator will contact the complainant with the results 

of the complaint investigation. 

 In the event that a complaint is received from the DHS/DMS NET 

Monitoring Contractor the Transportation Project Director will directly 

handle the complaint and communicate with the DHS/DMS Net 

Monitoring Contractor. 

 Complaints will be handled within the first 24 hours after the complaint is 

received. 
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 A monthly compilation and analyzation of the complaints will be 

conducted to ensure quality services to the beneficiaries 

 

 

 

 

 

 

 

 

 

 

 

 

 

E. Broker Management Skills 

AAAW believes that our past performance shows DHS/DMS our ability to do the job at task 

in the most efficient, cost effective, and quality-controlled manner to provide: 

 Provision of safe, and appropriate transportation 

 Adherence to program guidelines 

 Provision of an efficient reservation and trip assignment process 

 Recruitment, training, and negotiation with sub-contractors 

 Submission of accurate and timely encounter data 

 Assurance of quality services 

 Provisions administrative oversight and reporting 

Regardless of the method or combination of methods used to provide NET service, AAAWA 

will be responsible for: 

1. Management 

Figure 2.24.D.1.1 Complaint Log Form 
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2. Supervision and Monitoring 

3. Payment for all transportation provided with funds received through this IFB and 

subsequent contracts. 

 

F. Attendant Care 

When determining safe and appropriate transportation, Brokers must consider 

providing attendant care. 

1. DHS/DMS requires Brokers to provide attendant care when transporting 

unaccompanied minors. 

2. When attendant care is provided, the attendant must meet the qualifications as 

state in this IFB. 

3. The cost of attendants to accompany the beneficiaries is the responsibility of the 

Broker and is included in the per member per month payment. 

 

AAAWA will provide attendants on all children’s trips when not accompanied by a 

parent/guardian.   

 

 

G. Primary Care Physician Referrals 

1. AAAWA agrees to provide transportation to the beneficiary’s PCP who is located 

outside our region when the PCP is located in a county adjacent to the county which 

the beneficiary resides or in the county that adjoins a county that is adjacent to the 

county in which the beneficiary resides.  

2. We will provide transportation to and from qualified Medicaid providers that are not 

located in the closest proximity to the beneficiary or that are not within the 

beneficiary’s county, only if: 

 The transportation is for a visit to the beneficiary’s assigned Medicaid primary 

care physician  

 The beneficiary’s assigned Medicaid primary care physician has made a referral 

to a specific provider for a medical necessary service 

 The beneficiary’s assigned Medicaid primary care physician has made a referral 

to a medically necessary service and sufficient medical resources are not 

available in the beneficiary’s county. 
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H. Geographic Considerations 

1. AAAAWA will provide transportation to and from qualified Medicaid providers that 

are located in the closest proximity to the beneficiary or that are located within the 

beneficiary county. 

2.  AAAWA also agrees to provide transportation to and from out-of-state Medicaid 

providers enrolled in the Arkansas Medicaid which are located within fifty (50) miles 

of the state of Arkansas border. 

3. Our Agency understands we are not responsible for transporting beneficiaries more 

than fifty (50) miles beyond the state of Arkansas boundaries. 

 

2.25 VEHICLE MAINTENANCE AND SAFETY STANDARDS 

A. Vehicle Safety Seating Requirements 

1. When required by state law, AAAWA will make prior arrangements to provide a 

child safety seat and a wheelchair to a beneficiary being discharged and 

transported from the hospital when the beneficiary does not have their child 

safety or wheelchair in their possession at the time of the hospital discharge. 

2. AAAWA agrees DHS/DMS may require transportation for Medicaid beneficiaries 

or parents or guardians of a minor or incapacitated beneficiary, who do not meet 

criteria as specified by this IFB. These instances will be determined on a case by 

case basis and will be authorized by the Director of the Division of Medical 

Services or his or her designee. 

3. AAAWA agrees the Broker is responsible for providing transportation service to 

all eligible foster children, regardless if the foster parent(s) owns or has access to 

a vehicle in their respective home. 

B. Prohibition of Smoking 

Smoking is prohibited in the vehicles. “No Smoking” signs must be visible to all passengers. 

 

C. Child Passenger Transportation Safety 

AAAWA will ensure compliance with the AR Child Passenger Protection Law pertaining to 

the transportation of children in age-appropriate child safety seats.  

1. AAAWA shall ensure that safety certified child passenger restraints are provided by 

the beneficiary in accordance with federal and state laws. 



Area Agency on Aging of Western Arkansas               

Arkansas Non-Emergency Transportation Services (NET) IFB: 710-18-1025 

                                  151 | P a g e  

 

2. AAAWA shall require that any person installing a child restraint has received 

appropriate training from a certified child passenger safety technician. AAAWA has 3 

certified child safety seat technicians on staff that train our new drivers and 

attendants on correct installation of child safety seats during the new employee 

training.  

3. AAAWA shall advise beneficiary of state and federal laws regarding the use of child 

safety restraints at the ti8me of scheduling. 

4. If a beneficiary notifies the Broker at the time of scheduling that the beneficiary 

does not have access to a child safety seat, the Broker shall provide the seat for the 

transportation. 

5. If the beneficiary claims to have child safety seat but upon arrival for transportation 

the beneficiary does not provide a safety seat(s), the Broker shall not transport the 

child until such time that the requisite safety seat is available. 

6. The Broker shall advise the beneficiary to reschedule the appointment. 

All child passenger that do not have the appropriate child safety seat will be provided one at 

no cost by our Agency and we will ensure that we meet all child safety requirements.   

 

D. Vehicle Records 

AAAWA will retain the following records : 

 Broker’s service agreement for each sub-contractor 

 Sub-contractor’s registration with the Arkansas Department of Transportation 

 Vehicle records including, but not limited to the following documentation for 

each vehicle that is operated: 

 Manufacturer, made and model year 

 Vehicle Identification Number (VIN) 

 Odometer reading at the time the vehicle entered service under this contract 

 Type of vehicle – examples include, but are not limited to: (Minibus, Wheelchair 

Van or NET Van) 

 Capacity ( number of passengers) 

 License Plate Number 

 Insurance Certifications 

 DF &A issued registration permit and a vehicle stamp 

 Special equipment (LIFT, etc.) 

 Date, odometer reading and description of inspection activity (e.g. certification 

that vehicle meets IFB vehicle requirements, inspection of equipment including 

brakes, tire thread, turn signals, horn, seatbelts, air conditioning/heating, etc.) 



Area Agency on Aging of Western Arkansas               

Arkansas Non-Emergency Transportation Services (NET) IFB: 710-18-1025 

                                  152 | P a g e  

 

 Records must be maintained of the initial inspection and all subsequent 

inspections 

 

E. Records Regarding Services Provided 

1. AAAWA will maintain such records as are necessary to fully disclose the extent of 

services provided and make such records are available to DHS/DMS Monitoring 

Contractor upon request and understands such records must be retained for five 

(5) years. 

2. Required records include completed vehicle manifests. 

 

F. Vehicle Manifest Required Information 

AAAWA agrees vehicle manifests (both digital and paper manifests are acceptable) are to be 

completed by each vehicle operator daily and must contain the required information as 

outlines in this IFB: 

 Transportation provider’s and if applicable their sub-contractor’s name 

 Vehicle Operator (Driver) name 

 Vehicle number or License Plate Number 

 Date of Service 

 Beneficiary name 

 Beneficiary Medicaid number 

 Beneficiary telephone number 

 Pick up point (address) 

 Destination (address) 

 Scheduled arrival time for pick-up point of origin 

 Actual arrival time for pick-up at point of origin 

 Scheduled appointment time with provider 

 Actual arrival time at destination 

 Return Trip: Actual arrival time for pick-up destination 

 Return Trip: Actual drop-off time at point of origin 

 Name of escort and relationship to beneficiary (if applicable) 

 Name of Broker – provided attendant ( if applicable) 

 Signature of beneficiary and/or escort (only if beneficiary is unable to sign) 
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G. Vehicle Requirements 

1. AAAWA assures that transportation providers maintain vehicles and vehicle 

equipment adequately to meet the requirements of this IFB and contract. 

2. Brokers or sub-contractors failing to meet any of the vehicle requirements are 

subject to termination from the program. 

3.  AAAWA further assures that the number of persons in the vehicle including the 

driver shall not exceed the vehicle manufacturer’s approved seating capacity. 

 

H. Vehicle Maintenance & Safety Equipment 

AAAWA is proud of our fleet and holds our drivers to a high standard when it comes to 

maintenance of our vehicles.  

 Vehicles meet or exceed all safety and mechanical operating and 

maintenance standards for the particular vehicles and models used under 

this contract.  

 Our lift vans meet all (ADA) American Disabilities Act regulations for 

wheelchair passengers and also meet future revisions and requirements that 

ADA may adopt. 

 Vehicles must maintain the following Onboard Safety Equipment: 

 Fire Extinguishers that are inspected and certified yearly 

 Biohazard Kit 

 First Aid Kit 

 Reflective Triangles 

 Web Cutter 

 Flashlight 

 Reflective Safety Vest 

 

I. Vehicle, Passenger Carrier Licensed and Certified (Permits) 

 AAAWA assures that all vehicles must be licensed, have permits, certificates 

and have commercial liability insurance as required by the AR Highway 

Commission rules for passenger carriers. 

 AAAWA agrees that any vehicle found non-compliant with the IFB 

requirements or any Arkansas licensing requirements, safety standards, 

Arkansas Department of Transportation, ADA regulations, or any other State 

or Federal law or regulation, will be removed from service immediately. 
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J. Vehicle Identification, Provider Information 

AAAWA vehicles prominently display our Provider name and contact information as well as 

the contact information for DHS//DMS Medicaid NET Hotline as required by this RFB. 

 

K. Vehicle Temperature Gauges and Accessories 

 All AAAWA assures all our vehicles have heat, air conditioning, and lap and 

shoulder belts. 

 All systems shall be functioning and meet or exceed federal and state 

statutes or ordinances.  

 All vehicles have an easily visible interior sign that states:  “All Passengers 

Must Use Seat Belts” and seat belts are stored off the floor when not in use. 

 

L. Vehicle Cleanliness 

AAAWA has a strict policy for our drivers on the cleanliness of the vans. All trash and 

personal items must be removed from the van at the end of the day. The interiors are clean and 

free of debris. All items carried in the van as required of this IFB are properly stored. Any vans 

involved in an accident will be repaired and inspected before returning on the road and the 

accident will be reported to DHS/DMS Net Monitoring Contractor as required.  

 Vehicles must be free of dirt, oil, grease, and litter 

 Vehicles exterior must be clean and free from damages, including 

windshields 

 Vehicles involved in an accident must be repaired and documentation must 

be provided to NET Monitoring contractor before the vehicle can be put back 

to service in the NET program. The Broker determines if the vehicle passes or 

not to be put back in service. 

 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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M. Passenger Compartments 

 AAAWA agrees that all vans used in the transport of beneficiaries will have a 

clean and maintained interior that are free of torn upholstery and floor 

covering, damaged or broken seats, and protruding sharp edges.  

 We further agree that the interior of all vehicles will be free of any hazardous 

debris or unsecured items. 

 

N. Passenger Boarding 

 AAAWA requires that any vehicles with a floor threshold of greater than twelve 

(12) inches includes a retractable step or a step stool to aid the passenger in 

boarding. 

 Any step stools must be used to minimize ground-to-first step. 

 Step stools must have four (4) legs with anti-skid tips. 

 Under no circumstances must a milk crate or similar substitute be permitted on 

any vehicle. 

As part of the scheduling, we routinely ask the beneficiary of any special needs they may 

have and try to provide the most appropriate transportation to meet those needs. 

 

O. Vehicle Safety Precautions (Buzzers) 

AAAWA agrees that all vehicles designed to transport more than seven (7) passengers and one 

(1) driver shall have a child safety alarm device.  

 

P. Vehicle Safety Flooring  

AAAWA agrees to the following: 

 Vehicle floor must be covered with commercial anti-skid, ribbed rubber flooring, or 

carpeting 

 Ribbing shall not interfere with wheelchair movement between the lift and wheelchair 

positions 

 Vehicles and attached components must be in compliance with or exceed standards as 

set by the manufacturer, state and federal regulating authorities 
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Q. Vehicle Camera 

The following is the minimum requirements for the video systems (audio is not necessary) 

that must be in each transportation vehicle used on the NET contract. 

 HD 720 p 

 Minimum 45 day playback/viewing (all data must be retrievable for auditing 

purposes. 

 GPS on camera 

 Interior view (The camera must be positioned so all passenger activity is 

recorded) 

The required video systems must be in good working order each day the 

transportation vehicle used on the NET contract. If the video systems are not 

fully operable, then the vehicle may not be used to transport beneficiaries until 

the video system is in good working order. 

Area Agency on Aging has already made the step to move to high-resolution video camera 

recording with storage capacity to hold 45 days of 720P high definition video. Several AAA 

vehicles are already equipped with high definition camera systems from Angel Trax and Seon 

vendors. Area Agency is excited to be part of this step-in direction envisioned by DHS/DMS. 

Beneficiary safety is AAA’s top priority and installing HD video camera systems will help make 

that possible. Upon Contract award, AAA will work with the best possible vendor and 3rd party 

providers to ensure that this vision is met. 
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R. Device Tracking 

Area Agency on Aging uses Network Fleet to track fleet resources (Figure 2.25.R.1 Page 

158). Network Fleet is a powerful tool that can generate driver reports, send alerts, track 

location, set map parameters, and most importantly receive alerts. Alerts include GPS location, 

speed alerts, stop alerts, and many more beneficial alerts that ensure AAA’s NET drivers adhere 

to company policies. Driver routes can also be tracked. This insures that drivers are using the 

most optimal routes when picking up multiple clients.        

Aside from vehicle tracking Network Fleet also provides the following features. 

1. Tracks vehicle performance (Figure 2.25.R.2 Page 159) ,speed, fuel efficiency, and 
battery voltage) 

2. Sends Alerts (If the vehicle is speeding, drives off a geographical fence set on the 
map, Maintenance alerts, and many more alerts) 

3. Vehicle Diagnostics.  
4. Roadside assistance 
5. Ability to Create Reports on the portal page 

Analytics Reports (Driver behavior)   
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Figure 2.25.R.1 Network Fleet Map  
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Figure 2.25.R.2 Network Fleet Vehicle info and Performance Window  
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2.26 VEHICLE INSPECTION 

AAAWA has 3 full time inspectors that are fully trained to inspect our fleet and the fleets or 

our sub-contractors monthly, randomly, and annually as required by the Medicaid contract. We 

agree that the NET Monitoring Contractor will inspect each vehicle annually with random 

inspections throughout the year and that we are required by DMS/DHS to have a certified 

mechanic do an annual inspection on each vehicle used in providing transportation through this 

contract. 

Vehicle inspections include but are not limited to: a daily walk around by the driver, 

monthly inspections by the Broker, and a yearly inspection performed by a certified mechanic 

at the Broker’s expense. 

The NET Monitoring Contractor shall also inspect each vehicle annually with random 

inspections throughout the year. 

A. The Broker must perform monthly inspections, to verify that vehicles meet the 

requirements as specified by the IFB. 

B. The Broker’s vehicles must be available to DHS/DMS or its agent for inspection at any 

time. 

C. Daily walk around vehicle inspection sheets are maintained and made available to 

DHS/DMS or the NET Monitoring Contractor when requested.  

D. The daily inspection sheets are a driver’s report, commonly referred to as a Driver’s 

Vehicle Inspection Report, prepared at the beginning (pre-trip) and completion of each 

days’ work on each vehicle operated. 

E. The report will include a minimum checklist including, but not limited to: 

 Interior and Exterior of vehicle 

 Tires 

 Windshield 

 Diagram of the vehicle is shown on the inspection sheet 

 Parts and accessories to be covered by the driver during the inspection 

F. The model checklist must be submitted to DHS/DMS Monitoring Contractor for approval 

prior to the start of the contract. 

G. The report must identify the vehicle and list any defect or deficiency discovered by or 

reported to the driver which would affect the safety of operation of the vehicle or result 

in its mechanical breakdown. 

H. Required correction of defect or deficiency denoted in the written report “which would 

likely affect the safe operation of the vehicle” must be repaired prior to the operation of 

the vehicle. 

I. Records of all inspections must be maintained and available at the central business 

office for inspections by DHS/DMS. 
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J. Broker/Subcontractor Inspection of Sub-Contractor’s Vehicles 

AAAWA agrees prior to the execution of a service agreement between the Broker and a 

sub-contractor, the Broker must conduct an initial inspection of all the sub-contractor’s 

vehicles and certify that the vehicles are in compliance with the specifications of this IFB> 

K. Scheduled Inspections – Broker/Sub-Contractor Vehicles 

Subsequent inspections to identify the need for repairs and to record preventative 

maintenance must be completed no later than thirty (30) days after the most recent inspection 

L. Annual Vehicle Inspections 

AAAWA agrees the Broker must also develop and implement an annual inspections process 

to verify that the vehicles meet the requirements as specified in the IFB. Annual inspections are 

recommended at the time of vehicle registration renewal. 

 

2.27 QUALIFICATIONS, DRIVER AND ATTENDANT 

Though a Broker may establish additional qualifications, the Broker must ensure that the 

following minimum qualifications are met by all individuals responsible for driving and 

attending Medicaid beneficiaries under the terms of this IFB. 

DRIVER 

 Drivers must possess a valid driver’s license for the state in which they reside for the 

class of vehicle to which they are assigned.  

 Drivers must be a minimum of twenty-one (25) years of age as required by insurance 

provider. 

 Drivers must exert professional driving skills at all times.  

 Drivers must be courteous, patient and helpful to all passengers.  

 Drivers must be neat and clean in appearance.  

 Drivers must meet current State and Federal Motor Carrier Safety Regulations and 

Guidelines. 

Drivers must meet all background investigation requirements 

ATTENDANT 

 Attendants must be competent, courteous, patient and helpful to all passengers. 

 Attendants must be neat and clean in appearance.  
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A. Driver Compliance Documents 

The following driver records including but not limited to the following documentation, must be 

maintained by the Broker for each driver: 

AAAWA agrees to maintain the following records for each driver: 

 Driver’s name, date of birth, and social security number 

 Copy of a valid driver’s license 

 Driving record for previous three (3) years obtained from Arkansas State Police or 

Information Network of Arkansas (INA) updated annually 

 Certificates and documentation of current First Aid and CPR training, updated every 

two years 

 Child and Adult Maltreatment Check, updated every three (3) years 

 Criminal Background Check, updated every five (5) years 

 Child passenger safety training 

 Lift operation and wheelchair securement training 

 Defensive Driving training 

 Documentation of all complaints received regarding the driver 

 Documentation of all accidents or moving violations involving the driver 

 

B. Broker Requirements 

 AAAWA will ensure all drivers are in an appropriate United States Department of 

Transportation (USDOT) drug and alcohol testing program, or a non-USDOT drug and alcohol 

testing program which mirrors the USDOT requirements 

 Drug and Alcohol testing will be required by the Broker on each driver prior to hire and at 

random per USDOT requirements. 

 

C. Driver and Attendant Qualifications, (Criminal Related Offenses) 

Background investigation reports are obtained on candidates for Driver and Attendant 

positions prior their offer for employment. A criminal history report, Child Maltreatment 

Central Registry report, Adult and Long-Term Care Facility Resident Maltreatment Central 

Registry report, and Motor Vehicle Report (Driver positions only) are obtained. If applicant has 

lived outside the State of Arkansas in the past 5 years a criminal background report will be 

obtained from the state where the applicant had lived prior to living in Arkansas. The following 

automatically disqualifies the candidate: 
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1. A person who has been convicted of a misdemeanor or felony for a drug or 

substance abuse related offense during the last five (5) years shall not drive or 

attend passengers. 

2. A person who has been convicted of any sexual offense or crime of violence shall not 

drive or attend passengers. 

3. A person who has been convicted of any felony during the last five (5) years shall not 

drive or attend passengers. 

4. A person who has been convicted of a crime listed in Ark. Code Ann. § 21-15-101 et 

seq. shall not drive or attend passengers unless the conviction has been reversed, 

vacated, or expunged or a waiver under 21-15-104 has been granted. A waiver may 

be granted to an individual five (5) or more years after conviction. 

5. If the felony or misdemeanor the individual is convicted of is listed under 21-15-

102(g)(2), regardless of whether the conviction has been expunged and regardless of 

how long ago the crime was committed, the individual cannot drive, unless the 

conviction has been vacated or reversed. No waiver shall be granted. 

6. A person who has been named as an offender or perpetrator in a true, 

substantiated, or founded report from the Child Maltreatment Central Registry or 

the Adult and Long-Term Care Facility Resident Maltreatment Central Registry shall 

not drive or attend passengers. 

 

 

2.28 DRIVER INFLUENCES, DRIVER 

A. Broker and Sub-contractors must not use drivers who are known abusers of 

alcohol or known consumers of narcotics or other drugs that could impair their 

ability to perform their duties.  

B. If the Broker suspects a driver to be driving under the influence of alcohol, 

narcotics or other drugs, the Broker will immediately remove the driver from 

providing service to Medicaid beneficiaries until satisfactory review by the 

Broker, Sub-contractor, and DHS/DMS is completed.  
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2.29 LICENSES, REVOKED, OR SUSPENDED 

Individuals who currently have or have had a suspended or revoked driver’s license, 

commercial or other, within the last five (5) years, are prohibited from driving for any purpose 

under this contract 

 

2.30 FIRST AID CERTIFICATION 

AAAWA will ensure that all driver will have current First Aid and CPR Training Certificates as 

required by this IFB and documentation of child passenger safety, defensive driving, and lift 

operation and wheelchair securement training. 

A. Drivers must have current First Aid and CPR Training Certificates 

B. Drivers must have documentation of child passenger safety, defensive driving, and 

lift operation and wheelchair securement training. 

 

2.31 FIRST AIDE AND CPR TRAINING 

AAAWA will conform to the American Heart Association or American Red Cross guidelines. 

 The curriculum will require hands-on skilled based instruction as well as written 

and practical testing and training. 

  AAAWA understands that testing and recertifications done solely online will not 

be accepted and that the instructor shall be qualified and authorized to teach 

the curriculum and will be certified by a national recognized organization. 

 The instructor shall be qualified and authorized to teach the curriculum and 

shall be certified by a national recognized organization. 

 

2.32 VIOLATIONS, DRIVING 

Area Agency on Aging takes Safety very seriously and in accordance with the requirements 

of this IFB. 

 Current or potential drivers who receive any combination of two (2) moving 

violations or accidents where the driver was at fault, during a 12 month period 

will be removed from service immediately.  
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 Removal of service includes violations that occurred when the driver is operating 

NET vehicles and as well as their personal vehicle. 

 

2.33 PERFORMANCES MONITORING 

AAAWA is committed to making sure that Transportation Department employees are 

providing the highest quality of service to the beneficiaries that we serve.  AAAWA recognizes 

that the greatest asset that any company can have is their employees. As an asset, AAAWA is 

devoted to investing in each employee.  This includes not only classroom training but also 

assessing the strengths of employees to optimize their performance. Employees are 

encouraged to foster a team spirit. 

A. DHS/DMS and the DHS/DMS NET Monitoring Contractor shall monitor the Broker’s 

performance under this contract through: 

 Telephone contract 

 Customer Service Satisfaction Surveys 

 Evaluation and verification of encounter information 

 On-Site inspections 

B. DHS/DMS reserves the right to review the Broker’s records to validate service 

delivery reports and other information. 

C. DHS/DMS or the DHS/DMS NET Monitoring Contractor may ride on trips to monitor 

service. 

D. The sub-contractor’s vehicles must be made available to DHS/DMS or the DHS/DMS 

NET Monitoring Contractor for inspection at any time. 

E. The DHS/DMS NET Monitoring Contractor shall review reports of complaints from 

beneficiaries regarding service and response time for scheduling transportation. 

F. The DHS/DMS NET Monitoring Contractor maintains a toll-free helpline to receive 

service complains from beneficiaries and health care providers. 

G. The Broker’s Project Director or designee must be available to respond to DHS/DMS 

concerning these complaints immediately. 

H. Broker Basic Performance Report 

 

1. The DHS/DMS NET Monitoring Contractor shall collect and publish information 

on the Broker’s performance in the form of quarterly performance reports. This 

data may include, but is not limited to: 

 Average monthly number of beneficiaries in the region 
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 Number of unduplicated beneficiaries receiving transportation 

 Number of trips provided 

 Number of requests for transportation denied, by reason 

 Denial rate (trips provided and/trips denied) 

 Number of complaints, by type 

 Complaint rate (complaints divided by trips provided) 

 Percentage of pick-ups and deliveries completed on time 

 Percentage of trips reported in which required trip data was accurately 

provided 

 Beneficiary satisfaction surveys 

2. The above information may be used to assess damages or for termination of the 

contract. 

I. Complaint Reports 

 

1. The Broker must compile and analyze complaints on a monthly basis. 

2. A written report including the number of complaints by type and a description of 

corrective actions taken must be sent to the DHS/DMS NET Monitoring 

Contractor by the fifteenth (15th) day of the month following the end of the 

reporting month and upon request. 

 

 

2.34 PERFORMACE STANDARDS 

AAAWA has clearly defined performance standards which measure the overall performance 

of NET Program Services. 

A. State law requires that all contract for services include Performance Standards for 

measuring the overall quality of services provided. Attachment C: Performance Based 

Contracting identifies expected deliverables, performance measures, or outcomes; and 

defines the acceptable standards a vendor must meet in order to avoid assessment of 

damages. 

B. The State may be open to negotiations of Performance Standards prior to contract 

award, prior to the commencement of services, or at times throughout the contract 

duration. 

C. The State shall have the right to modify, add, or delete Performance Standards 

throughout the term of the contract, should the State determine it is in its best interest 
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to do so. Any changes or additions to performance standards will be made in good faith 

following acceptable industry standards, and may include the input of the vendor so as 

to establish standards that are reasonably achievable. 

D. All changes made to the Performance Standards shall become an official part of the 

contract. 

E. Performance Standards shall continue throughout the term of the contract. 

F. Failure to meet the minimum Performance Standards as specified may result in the 

assessment of damages or termination of the contract. 

G. In the event a performance Standard is not met, the vendor will have the opportunity to 

defend, respond to, or cure to as determined by the State, the insufficiency. The State 

may waive damages if it determines there were extenuating factors beyond the control 

of the vendor that hindered the performance of services or it is in the best interest of 

the State. In these instances, the State shall have final determination of the 

performance acceptability. 

Should any compensation be owed to the agency due to the assessment of damages, 

vendor shall follow the direction of the agency regarding the required compensation process. 

AAAWA agrees to the Map of Regions. 
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