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User to Member  
 

More than one user can add the same member to their user account. For example: 

Different family members can download the app and create their own account and 

password. Each family member can add family members (with Transportation Benefits) 

and manage that family member’s rides, etc. This way a friend or family member can 

help book trips and manage rides. 

Please refer to this flow as an example:  

 

 

 

 

 

 

 

 

 

  

Grandfather who has 
Transportation Benefits -

does not want to 
download the app and is 

currently calling in to 
schedule trips. 

Daughter - downloads 
the app and creates 

"daughter@gmail.com" 
user account. Adds her 

father as a member.

Grandson - downloads 
the app and creates 

"grandson@gmail.com" 
user account. Adds his 
grandpa as a member.

Both the Daughter and Grandson can log in to the Modivcare app, request trips, 

monitor trip status, contact support, etc. for the Grandfather – and have separate log 

in credentials.  
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Managing Multiple Members 
 

More than one member can be added and managed from one user account. This allows 

a user to book rides for more than one member from the same account.  

Please refer to this flow as an example:  

 

 

 

 

 

 

 

 

 

 

 

  

Daughter has parents 
with Transportation 

Benefits. She adds both 
of them to her user 
account and can 

schedule rides for them 
by switching between 

them in the app.

Mother - Is added as a 
member to her 

daughter's user account 
and she can easily book 

rides for her.

Father - Is added as a 
member to his 

daughter's user account 
and she can easily book 

rides for him.

The daughter can log in to the Modivcare app, request trips, monitor trip status, 

contact support, etc. for both her mother and father from the same user account.   
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Disclaimer 
 

Every time a member or user opens the app, 

they will see a Disclaimer. This explains that 

not every member has access to the app.  

 

The member or user must accept this 

Disclaimer to move on. The member or user 

can check “Don’t show this again” to stop 

seeing it again.  
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Registering a New User 

Log In Screen 
The log in screen appears after the app is 

downloaded and opened.  

 

Members or users that have not yet used the 

app must select the “Create Account” button.  

 

This app shares the same username and 

password as the Member Services Website.  

https://m.Modivcare.com/ 

 

 

 

 

 

 

 

https://member.modivcare.com/
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End User License Agreement 
 

 

Once the “Create Account” button is 

selected, the member or user needs to 

Accept or Decline the End User License 

Agreement.  

 

If the member or user does not accept 

these terms, the app will not allow the 

member or user to move forward.  
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Create Account 
 

The Create Account process will create a 

USER profile, which allows the member or 

user to sign into the app.  

When creating an account, the member or 

user must use a valid email address.  

A Verification code will be sent to the email 

used.  

 

 

 

 

 

Note: the password requirements are: 

• 8 characters 

• 1 number 

• 1 special character 

• 1 upper case letter 

• No spaces 
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Send Email Verification Code  
 

To continue the registration process, the 

member or user needs to validate the email 

address used.  

 

The member will select the “Send 

Verification Code” button to get an email that 

contains the code.  
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Checking the Email for the Verification Code 

 

The email will be sent from: 

no-reply@Vemail.com. 

 

The Subject of the email will be 

“Modivcare.”  

The code will expire in 15 

minutes.  

 

Return to the app to enter the 

Verification code.  

  

mailto:no-reply@verificationemail.com.
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Entering the Verification Code into the App  
 

Enter the Verification code from the email 

on this screen in the app.   

If the member or user does not input the 

code into the Modivcare App within 15 

minutes, they will need to click the “Resend 

Code” button. 

 

 

 

 

 

 

 

 

 

Enter the Verification code and select 

“Submit.” The member or user will see the 

User Account is verified (see next page). 
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Adding a Member 

Add Member Screen 
 

Once the account is verified, the member or 

user must now “Add a Member” to use the 

app.  

 

The information needed to add a member is 

listed on the screen. 
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Adding a Member: Member Information 
 

 

To add a member on the app you will need: 

• First and Last Name 

• Date of Birth 

• State 

• Zip Code  

• Member ID 

This information entered on the app must 

match what is on file with the health plan. 

If any of the information does not match, the 

member or user will not be able to continue 

with the Add a Member process.  
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Adding a Member: Date and State Entry 
 

When the member or user clicks on the date, the date scroller opens and allows the 

member or user to scroll to the month, day, and year. 

 

 

 

 

 

 

To search the state, the member or user 

can scroll to find their state. They can 

also type in their state. 
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Adding a Member: Review Information 
 

After entering the Member ID and selecting 

“Next,” the member or user will see a 

summary of the information to review.  

 

If any of the information is incorrect, the 

member or user may select “Edit” and 

change the information before submitting.  
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Adding a Member: Relationship 
 

The user will select their relationship to the 

member.  

If the user is the member, they will select 

“Self.” 
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Something Went Wrong 
 

Users will see this screen if they try to add a 

member whose health plan is not approved.  

 

The user can click the “Book Online” button 

to go to the Member Services Website. 

https://m.Modivcare.com/ 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

https://member.modivcare.com/


  

 
 
 

19 | P a g e   M M A _ 6 4 3 5  
 

Modivcare App 
Reference Guide: 

Transportation 

Call for Help 
 

The user sees this screen if they try 

something three times and it doesn’t work.  

 

The user can click “Call Us” and dial our 

App Support.  

 

When clicking “Call us” the user will see 

their phone’s dialing screen. 

 

This phone number is also on the Profile 

button under Customer Support.  

 

App Support is available Monday-Friday 

5am -9pm EST. 
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Driver Attestation 
 

Driver Attestation is for the Mileage 

Reimbursement feature in the app.  

 

A user will the Driver Attestation in three 

scenarios: 

• When first creating an account 

• When requesting to schedule a Mileage   

      Reimbursement Trip in the App 

• When completing “Arrive and  

      Sign” – If a trip was requested from a      

       different platform.  

 

To complete the “Arrive and Sign” flow the 

user must select “I Confirm.” 
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Location Services 
 

A user will see Location Services in three 

scenarios: 

• When first creating an account 

• When requesting to schedule a Mileage 

     Reimbursement Trip in the App 

• When attempting to perform “Arrive and       

     Sign” – If a trip was requested from a     

        different platform.  

 

To complete the “Arrive and Sign” flow a 

user must select “Yes, Enable Location.” 
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Modivcare App Home Screen  
 

The Modivcare App Home Screen displays 

any upcoming or scheduled rides.  

It also has a simple bottom menu that will 

help members and users navigate the app. 

The bottom menu shows: 

• Home 

• My Rides 

• Book a Trip 

• Inbox 

• Profile 

 

These will appear on each screen within the 

Modivcare app. 
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Modivcare App Menu Navigation  
 

 

 

My Rides: This button takes the member or user to scheduled and upcoming rides and 

displays previous rides that were taken or canceled. Users can filter dates to sort future 

and past rides. 

 

Book a Trip: This button will begin the “Booking a Trip” flow to request a new trip. 

  

Inbox: This button will take the member or user to messages from Modivcare with 

information about their trip status, driver location or status, a trip request that has been 

approved or denied, and more. This feature is not available yet. 

 

Profile: This button will take the member or user to view app information, FAQs, 

manage members, contact support, password reset, submit feedback, read terms and 

conditions, and logout.  
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Managing Multiple Members 
 

The Modivcare App Home Screen allows 

you to manage the members added to your 

account. To manage members, choose 

“View All Members.” 

 

 

 

After choosing “View all Members,” you will 

be able to select a different member to book 

rides for, add a member, or remove a 

member. 

   

You can also Manage Members in the Profile 

Menu. 
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Booking a Trip - Standard 
 

Booking a trip is simple. Select the blue and 

white “plus” icon in the bottom menu.  

 

 

 

 

This opens the first screen of the trip booking 

flow. 

When booking a trip, the member or user will 

see a “Previous” and “Next” button at the 

bottom of each screen.  

When clicking “Next,” users can only move 

on after filling all required fields. 
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Trip Type 
 

This is the first screen of the trip booking 

flow or Booking a Trip. 

Here the member or user will select what 

type of trip they are scheduling.  

Standard: A vehicle will be sent to take the 

member to their appointment 

Mileage Reimbursement: A trip where the 

member or another person is driving the 

member. 

If Mileage Reimbursement is not an option 

for the member’s or user’s plan the user will 

not see this screen.   

 

  



  

 
 
 

27 | P a g e   M M A _ 6 4 3 5  
 

Modivcare App 
Reference Guide: 

Transportation 

Appointment Date 
 

First, the member or user will select the date 

of the appointment.  

When they click the appointment date box, a 

calendar view will appear. 

The user can only select the dark blue dates. 

The user cannot request a trip for dates that 

are gray. 
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Appointment Type 
 

The member or user are asked to choose 

their appointment type.  

Only the appointment types that the member 

is eligible for are shown. 

 

The Appointment Type is found by scrolling 

through the list or searching the “Type to 

Search” box. 

 

The Type to Search features an auto display 

field of possible appointment types. For 

instance, entering “dial” will show the 

suggested trip type: Dialysis. 
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Ride Details: Pick Up Information 
 

The next screen of “Booking a Trip” asks for 

the pick-up address. It also asks for the 

user’s contact information and special 

instructions. 

Members may only be transported to 

approved facilities based on plan eligibility, 

such as doctors’ offices, dialysis centers, 

etc.  

 

Contact Number:  
The contact phone number must be a valid 
phone number. If the number is not valid, 
the trip will fail.  
 
Instructions:  
The member or user can input special notes 
such as: 
  

• Call upon arrival 

• Preferred Transportation Provider  
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Ride Details: Drop Off Information 
 

The Drop Off Information is the same flow as 

the Pick Up Information.  

“Arrival Time” is the time the member needs 

to arrive at the facility. If the member has a 

9:30am appointment and they need to be 

there 30 minutes early, the member needs to 

select a 9:00am arrival time.  

 

The “Drop Off” is the address where the 

member needs to go.  

If this is a one-way trip, the member or user 

will select “Next.” 

If the member needs a return trip home, they 

will select “+ Add another leg.”  
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Return Home Information 
 

When the member or user selects “Add 

another leg” the member’s previous “Drop 

Off Address” will be added as the “Pick Up 

Address.”  

 

The member or user must insert a “Pick Up 

Contact Number.”   
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Return Trip Time 
 

When adding the return trip time, the 

member or user can select a specific time to 

be picked up from the doctor’s office. They 

can also request a Will Call ride.  

 

This is done by selecting a time, shown as 

“Arrival Time,” or using the toggle to select a 

“Will Call” return. 

The “Will Call” feature states: “I’ll contact 

Modivcare when I am ready to be picked up.” 

The member or user will then give the 

address and phone number for the drop off 

point. If the member is returning home, the 

members phone number should be used for 

the “Drop Off Contact.” 

If the member has other stops, they can 

select “+ Add another leg.” 

When the member or user completes the trip 

request, they will click “Next” to review the 

members mobility.   
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Additional Information: Member Mobility  
 

The next screen will ask member mobility 

information. This is to ensure the correct type 

of vehicle and help is sent.  

If the member can walk, they will see the 

height and weight screen. 

If the member uses a wheelchair, they are 

asked more questions. 
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Additional Information: Wheelchair Selection 
 

If wheelchair is selected, the type of 

wheelchair or scooter must be specified.  

 

Stand Wheelchair:  

A wheelchair that is manually moved by the 

member or caregiver. 

Extra Wide Wheelchair:  

A wheelchair that is 20-24” wide and 

supports a member weighing up to 500 

pounds.  

Electric Wheelchair:  

A motorized wheelchair that is controlled by 

the member. 

Scooter: 

A motorized chair that is controlled by the 

member.  
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Additional Information: Stairs 
 

The member or user are asked if there 
are stairs they must go up and down 
during pick up.  
 
 
 
 
 
 
 
 
 
 
 

 
If the member or user selects “Yes,” 
they are asked to enter the number of 
stairs.  
 
This is a required field if “Yes” is 
selected.  
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Additional Information: Height and Weight 
 

The height and weight of the member is 

asked regardless of the member’s mobility. 

If the member can walk, height and weight is 

optional. 

If the member is in a wheelchair or scooter, 

height and weight is required.  

This ensures that Modivcare sends the 

correct vehicle type for the member’s needs.  
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Additional Information: Attendants  
 

The member or user are asked if anyone will be 
traveling with them. This includes personal care 
attendants or other escorts.  
 
 
 
 
 
 
 

 
 
If they select “Yes” they will insert a number for 
each type of escort. Each field is required.  
 
If the member is bringing one adult escort, they 
should enter: 
Personal Care Attendants: 0 
Adult Escorts: 1 
Child Escorts: 0 
Child Seats: 0 
 
A number is required in each field before the 
member or user clicks “Next.” 
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Additional Information: Special Instructions 
 

The member or user is asked if there is any 
additional information required before 
confirming and booking their trip. 
 
The member or user can enter other 
information that will help the member 
experience. 
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Additional Information: Signing the Drivers Log 
 

Lastly, they are asked if they can sign the 
driver’s log. If they are not able to sign, 
there are more questions. 
 
 
 
 
 
 
 
 
 
If the member or user selects “No,” they 
are asked if this is permanent or 
temporary. 
 
 
 
 
 

 
 
 
 

If permanent, they are asked to explain 
the reason for their inability to sign the 
driver’s log. 
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Additional Information: Using Information from Last Trip 
 

Once the member or user requests and 

confirms a trip, the Modivcare App recalls 

past answers. 

The member or user does not have to 

enter Additional Information to book a trip 

for a future ride.  

The member will see their past choices and 

can select “Next” to use it again.  

If the member needs to edit this information 

now or in the future, they can select “Edit 

Information.” 
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Reviewing the Trip Request 
 

Before submitting the trip, the member or 

user sees a trip summary and can Review 

Trip Details.  

The member or user sees all the information 

entered. If correct, they can click “Book Trip” 

at the bottom of the screen. 

If the information entered is incorrect, they 

can select “Edit” to change it.  
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Trip Submitted 
 

The member or user will see this screen 

when the trip is successfully submitted. 

Once the user selects the “Done” button 

they are taken to “My Rides” or the Home 

Screen.  
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Booking a Trip – Mileage Reimbursement   

Selecting a Driver 

 

Mileage Reimbursement Drivers are based 

on the drivers added to the member’s profile.  

To select a driver, the user will select the 

drop-down menu and click the driver for the 

trip. Then select OK. 

  

 

 

 

 

 

You cannot add new drivers to the member’s 

profile from the app. The member or user will 

need to call into the care center to have a 

new driver added to their profile. 

After the user selects a driver, the Booking a Trip 

flow is the same as a Standard Trip. 
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Mileage Reimbursement 

Arrive and Sign 

“Arrive and Sign” allows the mileage 

reimbursement user to submit the mileage 

reimbursement claim in the app.  

 

The member or user can perform this task 

when near the drop-off location.  

 

Click on “Arrive and Sign” to see the signature 

screen to submit the trip. 
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Geo Fence  
The member or user will see one of these screens based on their current location and 

drop off location.  

The user will need to be within a certain distance from the drop off facility to perform 

‘Arrive and Sign.” If the user is not close enough to the drop off location, they will be 

asked to “Get closer and try again.” 
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Claims  

When the member or user completes “Arrive and Sign,” they will see their trip status 

change to Claim Accepted.  

The member or user is paid based on their original payment method, which is paper 

check in most markets and debit cards in others.  
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Favorite Location 

Adding a Favorite Location 

Members or users may add Favorite Addresses 

to make it easier to select a location they use 

often.  

Favorite Address can be used when a member 

or user requests a new trip.  

To start, click on the “+ Add new favorite” 

button. 

 

 

A search will appear after clicking the favorites 

button. The member or user must type in the 

address they want to add. 

Once the correct location or address pops up, 

the member or user selects the right address by 

tapping the “Add” button on the right. 
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Adding a Favorite Location: Confirm Favorite 
 

After the member or user selects “Add,” they 

must confirm if the address is correct. 

“Done” will set this as a favorite location. 

“Remove” will remove the address. The user 

will then type a new address.  

If the member or user clicks away from the 

popup without clicking “Done,” the address 

will not be added to favorites.  
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Verifying Favorite Locations 
 

When a member or user searches for an 

address in the future, the saved favorite 

location will appear in the “Select Address” 

field with a star. 
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Cancel Ride 

Reason for Cancelation  

 

To cancel a trip, go to the trip card. Then click 

“Cancel Ride.” 

 

 

 

 

 

 

 

 

 

 

The user will select the cancel reason. A 

drop-down menu appears when the user 

clicks the box that says, “Cancel Reason.” 

 

If the member or user does not want to 

cancel, they can click on the X in the top right 

corner.  
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Select the cancel reason that fits best then 

click “Ok.” 

The member or user can click cancel if they do 

not want to continue.  

 

 

 

 

 

 

 

 

 

 

The member or user will select “Cancel Ride” 

after they choose a cancel reason.   
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Confirm Cancelation 

The member or user will confirm if they want 

to cancel the ride. This is the last time the 

user can exit without impacting the trip.  

 

 

 

 

 

 

 

If “Cancel Ride” is selected the user will see 

the “My Rides” tab. The trip card will show a 

“Canceled” status.  

They will also see a note at the top of the 

screen that says: “Your ride was successfully 

canceled. Check to see if you need to cancel 

additional rides.”  
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My Rides 

Above the ride cards, the member or user will 

be able to filter the date range. Members or 

users can filter dates from today to 30 days in 

the future. 

 

Scheduled 

The member or user can see submitted trips 

and view details of pending rides. 

 

Past 

In the past tab the member or user will see any 

rides taken or trip requests with past dates.  

 
 

In Ride 
 

If the member or user has a “Will Call” 

scheduled for their pickup, they can click 

“Initiate” when they are ready to return home.  
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When “Initiate” is selected, the member or user 

will see this screen. If they click “Ok” they will 

see their phone dial pad. 
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Live Ride 
 

Live ride lets the members or users track their 

driver during their ride. To see where the driver 

is, click on the trip card. 

 

 

 

 

 

When the status is Driver En Route you can 

start tracking the driver. When live ride is 

enabled, this information will display if 

available: 

• Driver name 

• Driver location 

• Name of transportation company  

• Vehicle information 

• License plate 
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Viewing an Up Trip 
 

Members or users may select Ride Details and 

view the information for the upcoming trip.  

This information will include:  

• Appointment Date 

• Appointment Time 

• Pick up Time and Location 

• Drop Off Time and Location 

• A map showing the trip (may not         

     be exact route) 

• Driver Information 

• Rider Name (the member) 

• Ride Type 

• Ride ID for support references 

• Feedback Button 

• Edit Trip Button 

• Cancel Ride Button 
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Trip Card Status 
Pre-Trip 

The user requested the trip. It is pending 

approval from Modivcare. 

 

The ride has been approved by Modivcare 

and sent to a Transportation Provider.  

 

The user canceled the trip after it was in a 

Scheduled status. 

 

The user requested to cancel the trip   

while in a Pending status (trip was not yet 

approved by Modivcare). 

 

Day of Trip 

The driver is on their way to the pick-up 

location. The member is not in the vehicle. 

 

 

The driver has arrived at the pick-up 

location and has the member in the 

vehicle. 

 

The member will call Modivcare when they 

are ready to be picked up. 

  



  

 
 
 

58 | P a g e   M M A _ 6 4 3 5  
 

Modivcare App 
Reference Guide: 

Transportation 

Mileage Reimbursement 

The member or user submitted the claim. 

Modivcare received it. The claim is pending 

review. 

 

The claim was approved. The user was paid 

based on their plan rules.  

 

The claim was not approved. No payment 

will be made.  
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Feedback Survey 
 

The feedback button helps improve the app 

and allows the member to provide information 

about their ride experience.   
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Profile Screen 
User 

The Profile screen allows the member or user to see both the user and member 

information.  

 

Here, the user can find appointment 

information, access FAQs, manage 

members, contact support, reset password, 

submit feedback, view terms and conditions, 

and logout. 

You can also see the latest Version and Build 

of the App the user has installed.  
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Member 

The Member screen allows the member or user to see both the member’s basic 

information as well as Active and Past Plan information.  

 

If any personal or plan information needs to 

be updated, the user or member must call 

their care center.  

 

If the user has multiple plans, they will see all 

their plans listed under Active Plans.  
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FAQs 
 

The FAQ section includes information and 

responses to commonly asked questions. 

 

These are continuously updated.  
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Tools and Resources 
External Facing Videos 

https://p.Modivcare.com/M-App-Training.html 

Share this link to walk users 

through the features available in 

the app.  

 

 

 

 

 

 

 

 

 

 

 

 

 

All references to our company name, Modivcare, have been omitted from the reading 
assessment. Industry terms that are fundamental to our business have been omitted as 
these are necessary for use of the application. Legal language and disclaimers have 
been omitted. The following are examples of terms that have been omitted: member, 
benefits, transportation, account, disclaimer, verification, attestation, Mileage 
Reimbursement, initiate, mobility etc. 

 

https://p.modivcare.com/Member-App-Training.html
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Sunshine Health provides free aids and services to people with disabilities, 

such as qualified sign language interpreters, written information in other 

formats (large print, audio, accessible electronic and other formats), and 

free language services to people whose primary language is not English, 

such as qualified interpreters and information written in other languages.  

 

This information is available for free in other languages. Please contact 

Member Services at 1-866-796-0530, TTY 1-800-955-8770 Monday 

through Friday, 8 a.m. to 8 p.m. 

 

Esta información está disponible en otros idiomas de manera gratuita. 

Comuníquese con nuestro número de servicio al cliente al 1-866-796-0530, 

TTY 1-800-955-8770 de lunes a viernes, de 8 a.m. a 8 p.m. 

 

Si oumenm, oubyen yon moun w ap ede, gen kesyon nou ta renmen poze 

sou Sunshine Health, ou gen tout dwa pou w jwenn èd ak enfòmasyon nan 

lang manman w san sa pa koute w anyen. Pou w pale avèk yon entèprèt, 

sonnen nimewo 1-866-796-0530 (TTY 1-800-955-8770). 

 

Nếu quý vị, hay người mà quý vị đang giúp đỡ, có câu hỏi về Sunshine 

Health, quý vị sẽ có quyền được giúp và có thêm thông tin bằng ngôn ngữ 

của mình miễn phí. Để nói chuyện với một thông dịch viên, xin gọi 1-866-

796-0530 (TTY 1-800-955-8770). 
 

 

 


