
Patient Transport Service (PTS) Pathway 
 
 
 
 

 
 
 

Journeys to areas 

covered 

          Journeys to  

  areas not covered  
(other SLAs or private  

          patients)       

Call Centre 

directs caller 
to the 

appropriate 

PTS provider 
or alternative 

option 
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Call Centre assesses eligibility in consultation with 

patient/referrer 

Call Centre books patient 

transport as defined in 

specification (also 

providing the booking 

reference and patient 

contact information) 

Confirmation 

of PTS details 

to transport 

provider 

Call Centre explains decision and offers 

information on alternatives (ie 

public/volunteer sector options, travel 

expense claims and appeals) 

ELIGIBLE NOT ELIGIBLE 

Decision appealed 

  ELIGIBLE Clinical reassessment of decision and 

eligibility at a senior level in consultation 

with referring healthcare professional 

NOT ELIGIBLE 

BOOKING PROCESS ENDS 

 

Cancellation – Patient/Carer/HCP to contact PTS provider or 

Call Centre 

REPORTING 

 

BOOKING PROCESS STARTS 
 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

                     
                     
                     
                     
                     
                     
                     
                     
                     
                     
                     
                     
                     

        

JOURNEY STARTS 
 

PTS NOT running 

to schedule 

PTS running to 

schedule 

If delays are 

detrimental to 

patient safety, 
Commissioner 

to be notified 

immediately 

Provider will advise patient of 

revised arrangements for pick-up 

via telephone 

Provider will advise health facility 

if the patient is to be late for their 

appointment AND make alternative 

arrangements as necessary 

Provider will advise patients and/or 

carer at destination if arrival is to 

be delayed 

Patient collected within time 

parameters 

PTS provider ensures safe transfer of 

care of patient at destination 

JOURNEY ENDS 
 


