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NEMT Business Idea #7: Special
Needs Chicago's "Companion Calis”

Special Needs Chicago is a non-emergency medical transportation (NEMT)
company that provides door-to-door wheelchair and ambulatory transport services
throughout Chicago and it's suburbs. A key component of their business model
includes taking extra measures such as confirmation calls and written
correspondence with corporate am;;pm‘éta clients to ensure a high quality of service.
Taking these extia steps has reduced operational problems such as the number of
"no shows", and increased the overall level of customer service.

It was from this particular emphasis on effective multilevel and personalized customer
communication that Special Needs Chicago sfruck upon an innovative opportunity to
diversify their NEMT business. They call this service: "Companion Calls”. This
service offers friendly, supportive telephone calls to homebound elders and disabled
individuals in the community.

The idea for Companion Calls came about after Special Needs Chicago receved a
note of appreciation from a customer who was being transported for chemotherapy
thanking them for one of their passenger agents who had been especially supportive.
The employee, who worked part-time confirming rides, was herself a Cancer
survivor. She had spent personal time on the phone with this customer, lending an ear
and giving her support. Over the years of providing transportation, Special Needs
Chicago had recognized an often unmet need among many customers and their
families to talk: to share frustrations, to join in some friendly conversation, and to be
listened to. Knowing this and inspired by their employee’s initiative and kindness, they
decided to establish the Companion Calls division.

The 10 minute phone conversations can be scheduled from 1 to 7 times per week,
plus special occasions. An email summarizing the conversation is then sent to the
designated contact person. So far, Special Needs Chicago has been able to provide
this service utilizing existing staff, but as volume increases they expect to hire more
companion callers. Because they do not give medical advice, there is no special
training required. but a kind and compassionate personality is a must. Companion
Calls is a natural extension of the transportation service and for anyone already an
NEMT customer, staff continue to chat - at no additional cost.

The customer base of Companion Calls has come mostly through referrals, but
some corporate clients such as healthcare facilities following-up on patient care have
sought out their services. One area that Special Needs Chicago hopes to develop is
in regard to hospital re-admissions. Their goal is to work with major healthcare
organizations as part of their protocol for reducing re-admission rates by making
Companion Calls to people they deem as high risk for re-admissions.

)

wil
Labels: Chicago. Hinois. NEMT Business ldeas

84 12 «1 Recommend this on Google

Reactions:

No comments:

Taxi Cabs

Disabilities

Dial-A-Ride

Other Modes of Transport

Jobs Twitter Paratransit EXTRA

Have a New Business? PRWeb.com
Start Generating Publicity & Attracting
Customers-Join Freel

2013 Best Medical Alerts vwwmedicalale
View Our Side By Side Comparison Of 2012
Best Medical Alert Systems!

Schooel Bus Tracking NavmanWireless.cc
Real Time Tracking. Ensure Safety, Route
Compliance. Get Free Demo!

Bus Transportation yeliowpages.com
\Why Pay For Gas \When You Can Take The

Bus? Search Bus Services Now!
2054

LATEST NEWS

Non-Emergency Medical Transportation Ambulette
Medicaid Transportation Paratransit Wheelchair Tax
Dial-A-Ride Spedial Needs School Bus Wheelchair Bu

Medical transportation mrist be regulated: Ont. Ombudsr
CityMews

Ontario's ombudsman is waming the provincial govemnme
if non-emergency medical transportation is not regulated
be forced to reopen an investigation. During his annual r
Andre Marin said that two years ago Kathleen VWynne —

Workers Strugales. Europe, Middle East & Afiica

VYyorld Sodalist Vel Site

The action resulted in the cancellation of an estimated
half-million appointments and over 30,000 non-emergenc
medical procedures across the country. Around 400 med
protested at the Ministry of Economy in Rome. There ha:
a €1 billion cutin ...

Community calendar

The Jersey Jeurnal - MJ com

The session will teach people when and who 1o call for
community issues induding non-emergency situations ar
1o watch for to prevent a crime from happening. ...
Transportation for seniors from Hudson Hall, 6018 Huds
will be available to ...

AELE Plans Lack Suffidient Urgency’

Huffington Post UK

MPs also said the decision to launch the troubled NHS 1
service in April - replacing NHS Direct as the number to «
urgent but non-emergency care - was "premature”, The |
suffered many teething problems. with patients complaini
calls ...

pawered by {

POPULAR POSTS

Non-Emergency Medical Tra‘:n:iaortatim Business Sta




