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MEDICAL TRANSPORTATION SERVICES 
 

DEFINITION: 
Medical Transportation Services include conveyance services provided, directly or through voucher, to a client so that he or she may access health 
care services. 
 
SERVICES: 
Medical Transportation Services enable an eligible individual to access HIV- related health and support services, including services needed to maintain the 
client in HIV medical care, through either direct transportation services or vouchers or tokens 
  
May be provided through: 

• Contracts with providers of transportation services 
• Voucher or token systems 
• Use of volunteer drivers (through programs with insurance and other liability issues specifically addressed) 
• Purchase or lease of organizational vehicles for client transportation programs, provided the grantee receives prior approval for the 

purchase of a vehicle 
 
PERSONNEL:  
 

Staff Qualifications Expected Practice 
Drivers for agency conveyance will have received training in universal 
precautions and infection control appropriate to their duties. 
 
All drivers have current Arizona driver’s licenses for the type of vehicle driven as 
well as levels of liability insurance required by state law and funding sources. 
 
Drivers must have verified driving records, receive a drug screen and 
background check. 
 
A signed statement from the drivers agreeing to safe driving practices is on file. 
This statement is to include the consequences of violating the agreement. 
 

Personnel files/resumes/applications for employment reflect requisite 
experience, education, and licensure, required testing and background 
checks. 
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Routine maintenance records and other repair information are available. 
 
Agency maintains documentation of current insurance coverage as required by 
state law and funding sources for all agency owned vehicles. 
 
Vehicle License and inspection are current. 
 
A log/form for collection of mileage is maintained by the driver(s) and is 
reviewed at least quarterly by supervisor. 

Vehicle records file. 

Each agency must have and implement a written plan for supervision of all 
staff. 
 
Supervisors must review a ten (10) percent sample of each staff’s case records 
each month for completeness, compliance with these standards, and quality 
and timeliness of service delivery. 
 
Staff must be evaluated at least annually by their supervisor according to 
written Agency policy on performance appraisals. 

Agency has written plan for supervision of all staff. 
 
 
Agency will keep on file supervision logs demonstrating the review of 
random client files citing the date and outcome of chart reviews. 
 
 
Personnel files contain annual performance evaluations. 

Agency does not provide direct transportation services to clients in need of 
emergency medical care and there is a policy in place to address this. 

Agency Policies and Procedures 

 
 
 
QUALITY MANAGEMENT: 
 
Program Outcome:  

• 90% of eligible clients demonstrate retention in care. 
 

Indicators: 
• The number of clients who arrived at core service appointments as a result of Transportation Services. 

 
Service Unit(s):  

• Successfully completed transport to Core Services via Taxi Services. 
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Transportation Standard of Care Outcome Measure Numerator Denominator Data Source Goal/Benchmark 
Client eligibility for taxi utilization will 
be for those whom public 
transportation imposes an 
unreasonable barrier to care. 

Unreasonable barriers to care will 
be determined by chart 
documentation of the barrier to 
care, which may include one of 
the following: 
- Lack of availability of personal or 
public transport 
- Traveling with children 
- Safety reasons 
- Extreme weather 
- Documented health issues 
- Services are in excess of 30miles 
from client’s residence 

Number of 
clients accessing 
medical 
transportation 
services 

Number of 
Clients 

Client Charts 
and 
CAREWare 

90% of client files have documentation 
of policies for accessing medical 
transportation as explained to the 
client. 

Transportation requests are 
authorized by Case Management and 
coordinated by the Transportation 
Coordinator. 

Response to a request for 
transportation will be 
documented and completed 
within 3 business days of client’s 
request. 

Number of 
authorized 
transportation 
referrals 
completed in 3 
business days 

Number of 
transportation 
referrals 

Client Charts 
and 
CAREWare 

90% of client files have documentation 
of transportation referral being 
completed in 3 business days. 

Contracted vendors for transportation 
provide timely services and respect 
clients’ individual needs. 

Transportation services are 
provided as scheduled. 
 
Follow-up is documented by the 
service provider and the vendor. 

Number of 
clients accessing 
medical 
transportation 
services 

Number of 
Clients 

Client Charts 
and 
CAREWare 

90% of client files have documentation 
of policies for accessing medical 
transportation as explained to the 
client. 

Transportation policies and 
procedures are available on site and 
must include: 
- Authorization procedure 
- The point of origin and return for 
transportation services must be within 
Maricopa or Pinal County  
- Availability of transportation services 
during afterhours and weekends  
- Contracted taxi companies serve 
individuals with disabilities 
- Taxi drivers maintain a valid Arizona 
driver’s license  

Service agency maintains 
transportation policies and 
procedures. 
 
 

Number of 
clients accessing 
medical 
transportation 
services 

Number of 
Clients 

Client Charts 
and 
CAREWare 

90% of client files have documentation 
of policies for accessing medical 
transportation as explained to the 
client. 
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- Transportation agencies are licensed 
for commercial transportation 
- Transportation agencies maintain 
state-required insurance 
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