
 

 

Using Ridesharing Services in Healthcare 
Question 
What are the benefits and risks of using ridesharing services for patients who need nonemergency 

medical transportation (NEMT)? 

Answer 
Transportation is a social determinant of health and a known barrier to patients obtaining necessary 

healthcare. Every year, millions of patients skip or delay medical care because of transportation 

issues.1 Some patients may never schedule appointments, but others may cancel or just not come as 

scheduled, which creates logistical and financial repercussions for healthcare organizations. In some 

instances, patients might turn to ambulances for transportation, creating an undue burden on 

emergency medical services (EMS).2 

Many factors create transportation barriers, including lack of access to vehicles, lack of insurance 

coverage, transportation costs, inadequate access to public transportation, poor infrastructure, and 

more.3 In recent years, ridesharing services have ventured into the healthcare industry to help fulfill 

the need for NEMT. These services can help increase access to timely care, reduce costs, facilitate 

patient transfers, prevent cancellations and “no-shows,” and reduce inappropriate use of EMS. 

Although they offer many benefits, ridesharing services also create risk and safety issues. Healthcare 

organizations must weigh these factors and engage in diligent planning and risk-reduction efforts 

when working with ridesharing companies. The following strategies can help focus organizations’ 

planning efforts and risk management initiatives: 

• Be aware of federal and state laws and regulations as well as payer requirements that may 

apply to ridesharing services in the context of health and medical care (e.g., antifraud and 

abuse laws). Make sure your organization’s ridesharing program complies with these statutes 

and standards. 
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• Develop patient selection criteria for using ridesharing services versus traditional medical 

transportation options. Be aware that patients who require extra assistance due to mobility 

issues or physical or cognitive impairment likely are not good candidates for this service. 

• Conduct due diligence assessment of ridesharing vendors. For example, evaluate: 

o Their hiring and screening processes for drivers, including criminal background checks, 

sex offender registry review, driving records, insurance coverage, etc. 

o The frequency with which they conduct background checks on drivers 

o Their protocol for responding to complaints about driver behavior or misconduct 

o Their use of technology (e.g., GPS and onboard diagnostics) to monitor and address 

safety issues, such as speeding and erratic driving 

o Their vehicle standards, such as vehicle age, inspections, registration, cleanliness, and 

safety features 

o The technical and physical safeguards they have in place to ensure privacy and 

confidentiality of data as well as their response procedures for data breaches 

o Their protocols for how drivers will handle any medical emergencies that occur while 

patients are in the vehicle 

o The training they conduct with drivers to ensure high-quality service and rider safety 

(e.g., communication training, basic first aid, and use of personal protective equipment) 

o Their proof of valid coverage and adequate limits for automobile and cyber liability 

insurance 

• Notify your organization’s professional liability insurer about any plans to use ridesharing 

companies; this will help ensure appropriate coverage from an organizational perspective.  

• Use ridesharing companies’ health or medical platforms rather than regular business or 

personal accounts to solicit services. Doing so can help ensure HIPAA compliance and 

facilitate a more coordinated approach to patients’ transportation needs. 

• When contracting with ridesharing services, make sure to execute a business associate 

agreement that meets the minimum necessary requirements set forth by the U.S. Department 

of Health and Human Services. 

https://www.hhs.gov/hipaa/for-professionals/covered-entities/sample-business-associate-agreement-provisions/index.html
https://www.hhs.gov/hipaa/for-professionals/covered-entities/sample-business-associate-agreement-provisions/index.html
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• Work with your legal counsel to ensure contracts with ridesharing companies are legally sound 

and clearly specify responsibilities/requirements and who assumes liability if an accident or 

adverse event occurs. 

• Train providers and staff members (e.g., transportation coordinators and other assistance staff) 

about how the organization is using ridesharing services and its associated policies related to 

patient selection, privacy, and security. Make sure any staff member who interacts with drivers 

knows the limits of what information they can divulge. 

• Assess patients’ satisfaction with ridesharing services. Develop a method for soliciting 

feedback from patients and a process for addressing any issues or complaints.4  

Resources 
• American Academy of Emergency Medicine: The Role of Ridesharing in Emergency Medicine 

• American Association of Nurse Anesthesiology: Discharge After Sedation or Anesthesia on the 

Day of the Procedure: Patient Transportation With or Without a Responsible Adult 

• American Hospital Association: Social Determinants of Health Series: Transportation and the 

Role of Hospitals 

• American Journal of Public Health: Economic Benefit of “Modern” Nonemergency Medical 

Transportation That Utilizes Digital Transportation Networks 

• Carlton Fields: Offering Ridesharing Services to Patients: Uber Risky? 

• Health Affairs: Evaluating a Non-Emergency Medical Transportation Benefit for Accountable 

Care Organization Members 

  

https://apps.aaem.org/UserFiles/file/OMC_CSJanFeb21.pdf
https://issuu.com/aanapublishing/docs/8_-_discharge_after_sedation_or_anesthesia_on_the_
https://issuu.com/aanapublishing/docs/8_-_discharge_after_sedation_or_anesthesia_on_the_
http://aha.org/system/files/hpoe/Reports-HPOE/2017/sdoh-transportation-role-of-hospitals.pdf
http://aha.org/system/files/hpoe/Reports-HPOE/2017/sdoh-transportation-role-of-hospitals.pdf
https://pmc.ncbi.nlm.nih.gov/articles/PMC6366524/
https://pmc.ncbi.nlm.nih.gov/articles/PMC6366524/
https://www.carltonfields.com/insights/publications/2016/offering-ridesharing-services-to-patients-uber-ris
https://pmc.ncbi.nlm.nih.gov/articles/PMC9400526/
https://pmc.ncbi.nlm.nih.gov/articles/PMC9400526/
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This document does not constitute legal or medical advice and should not be construed as rules or establishing a 

standard of care. Because the facts applicable to your situation may vary, or the laws applicable in your jurisdiction may 

differ, please contact your attorney or other professional advisors if you have any questions related to your legal or 

medical obligations or rights, state or federal laws, contract interpretation, or other legal questions. 

MedPro Group is the marketing name used to refer to the insurance operations of The Medical Protective Company, 

Princeton Insurance Company, PLICO, Inc. and MedPro RRG Risk Retention Group. All insurance products are 
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