Area 1 Agency on Aging
Volunteer Center of the Redwoods

Volunteer Driver Program

Volunteer Driver Handbook/Policies/Procedures

Dear Volunteer,

Thank you for applying to become a volunteer for the Volunteer Driver Program.  The contributions of people like you allow our communities to remain vibrant and supportive places.

This handbook outlines important program policies, procedures and protocols.  Please read this handbook carefully, and ensure you understand and agree to abide by the guidelines of the program.  By signing the last page of this handbook, you declare that you have read and understand the policies and procedures of the program.

Mission:

The Volunteer Driver Program is an Area 1 Agency on Aging and Volunteer Center of the Redwoods service program that strives to improve the ability of seniors and those with disabilities to remain healthy and active by assisting in accessing life sustaining activities.  Transportation is provided according to the needs and available resources.

Thank you for your contribution and we look forward to working with you!

Sincerely,

Area 1 Agency on Aging and the Volunteer Center of the Redwoods

Volunteer Policies
Program Administration

The Area 1 Agency on Aging (A1AA) and Volunteer Center of the Redwoods (VCOR) will be responsible for volunteer and passenger interviewing, screening, record keeping, ride coordination, volunteer recruitment and recognition, along with program marketing and promotion.  

Volunteer Evaluation and Supervision

Upon acceptance as a volunteer in the program, Area 1 Agency on Aging and Volunteer Center of the Redwoods staff will oversee the activities of the volunteer drivers.  Staff will follow up periodically with clients after trips to address any comments or concerns.

A volunteer’s first trip will be accompanied by a staff member for quality control.  This trip will also be followed up with a telephone call to both the volunteer and the passenger.

ID Badges

Volunteers will be provided an identification badge upon successful completion of their application and interview.  Volunteer Drivers are required to wear their badge whenever participating in the program.

Volunteer Performance Review

Volunteer Drivers will be reviewed on an annual basis, and will be required to provide current proof of insurance and vehicle registration, updated DMV printout, and valid driver’s license.  The Volunteer Driver Program reserves the right to dismiss or refuse a volunteer if he or she creates a potential risk to the passenger(s) or the Area 1 Agency on Aging/Volunteer Center of the Redwoods, with or without cause. 

The DMV Employer Pull Notice (EPN) Program will provide the Volunteer Center of the Redwoods an automatic Motor Vehicle Reports (MVR) upon your enrollment as a volunteer driver.  The Volunteer Center of the Redwoods will also be immediately notified upon any change to your driving record. Only staff at the Volunteer Center of the Redwoods will be able to view your MVR

Volunteer Files

A file of the Volunteer Driver will be maintained by Area 1 Agency on Aging/Volunteer Center of the Redwoods.  This file will include performance review data, feedback received, and hours contributed to the program.  Staff will contact Volunteer Drivers when their insurance and/or vehicle registration and/or driver’s license is about to expire.  Volunteers unable to provide appropriate documentation will not be permitted to drive for the program. 

Confidentiality and HIPPA

As a volunteer for the Area 1 Agency on Aging and the Volunteer Center of the Redwoods, it is essential to respect the privacy of our clients by not disclosing names or other information concerning persons receiving services.   HIPAA (Health Insurance Portability and Accountability Act) that was passed by Congress in 1996, requires our volunteers to protect and confidentially handle any health information divulged to them by a passenger of the Volunteer Driver Program.  The HIPAA Privacy regulations require health care providers and organizations, as well as their business associates, develop and follow procedures that ensure the confidentiality and security of protected health information (PHI) when it is transferred, received, handled, or shared.  This applies to all forms of PHI, including paper, oral, and electronic, etc.   
Tips for maintaining confidentiality

· Keep passenger information where others aren’t likely to see it.

· Do not discuss passenger situations or information with others.

· When finished with any written information pertaining to a particular passenger, shred it.
· Call passengers from a private area when arranging details of the transportation.

· Be careful when leaving messages on answering machines or with other people! We can’t assume that all household members know about a passenger’s healthcare activities.

POSITION DESCRIPTION
TITLE:

VOLUNTEER DRIVER
HOURS:
variable – part-time

GENERAL DESCRIPTION:  

Under the direction of the Volunteer Center of the Redwoods, this position is responsible for providing safe and reliable transportation to older adults (50 and over) and persons with disabilities in the Eel River Valley, taking them to and from medical appointments.  

SPECIFIC DUTIES:

· Meet requests promptly as assigned

· Call immediately if unable to keep an assigned request

· Report any problems stemming from an assignment immediately

QUALIFICATIONS:

· Must possess valid California driver’s license with minimal standards on individual 3 year Motor Vehicle Report of no convictions for:
• Driving under the influence of alcohol or drugs, or refusal to take a blood alcohol test

• Any felony involving the use of a vehicle

• Vehicular homicide

• Fleeing police or failure to stop and report an accident in which the driver was involved

• Reckless driving/racing

• A violation in connection with a fatal accident

• Driving under a suspended/revoked license

• Two or less moving violations:

• Speeding violations

• Improper or excessive lane changes

• Following the vehicle ahead too closely

• At fault accidents

• Running a red light or stop sign and failure to yield
· Must have vehicle liability insurance policy of at least at state minimums
· Must have access to a cell phone or be willing to stop and use pay phones

· Vehicle must be mechanically sound and equipped with seat belts

· Must have clear criminal background check

· Volunteer Drivers must be 25 years or older.

REQUIRED COMMITMENTS:

· Must enjoy being with people and have desire to help with transportation of older adults with needs for transportation.  

· Must follow Volunteer Driver Code of Conduct

PHYSICAL REQUIREMENTS:

· Ability to lift and/or move up to 10 lbs. 

POSITION BENEFITS:
· Satisfaction of working with persons in need

· Mileage reimbursement

Volunteer Driver Code of Conduct

· Volunteer Drivers are expected to be courteous, prompt, and respectful of clients

· Give whole, unhurried attention to the client

· Perform your service to the best of your ability, maintaining the client’s interests as your primary focus

· Maintain an environment free of harassment (physical, sexual, verbal), discrimination, and unprofessional conduct

· Engage in appropriate etiquette and behavior for relating to seniors and persons with disabilities, including:
· Speak calmly, slowly and distinctly to a person who has a hearing problem or other difficulty understanding

· Do not assume anything. If you have a question about what to do, how to do it, what language or terminology to use, what assistance to offer, ask the person with the disability. 

· Offer assistance, if it seems needed, but don't overdo it or insist on it. Respect the person's right to reject help or to indicate the kind of help needed. 

· You have a right to set limits on what you can and cannot do. If you are unable to assist with something that has been asked of you, have that conversation.

· Be considerate of the extra time it might take for a person with a disability to get things said or done. Let the person set the pace in walking or talking. 

· Speak directly to a person who has a disability. Don't consider a companion or interpreter to be a conversational go-between. 

· Don't move a wheelchair, crutches, or other mobility aids out of reach of a person who uses them. 

· Never start to push a wheelchair without first asking the occupant if you may do so. 

· Give whole, unhurried attention to the person who has difficulty speaking. Don't talk for the person, but give help when needed. 

· Don't pretend to understand a person with a speech difference when you do not. Don't be afraid to let the person know that you do not understand. 

· Do not pet or otherwise distract dog guides; they are working and must not be distracted. 

· Be alert to possible existence of architectural barriers in places you may want to enter with a person who has a disability. 

Trip Policies
Program Purpose

This program operates solely for the transportation to healthcare appointments and is mainly designed to connect older adults to existing modes of transit whenever possible.  This program does not intend to duplicate any existing transit service.

Program Hours

Operating hours of the program are Monday through Friday, 7:00am to 7:00pm.  When coordinating a trip, Area 1 Agency on Aging will provide both the passenger and the driver with a pick-up time.  Volunteer Drivers are requested to arrive at the passenger’s home or appointment promptly, and to contact the Area 1 Agency on Aging/Volunteer Center of the Redwoods if he or she is unable to be on time.

Passenger Mobility

Clients must have the ability to transfer into a vehicle without assistance.  If a passenger requests assistance transferring in or out of a vehicle, the Volunteer Driver will assist only at his or her own risk.  This practice is neither recommended nor endorsed by the Area 1 Agency on Aging and Volunteer Center of the Redwoods.  If a Volunteer Driver suspects that a client is unable to complete a vehicle transfer without assistance, he or she is requested to contact staff immediately.

Walkers and Wheelchairs

If a Volunteer Driver is unable to accommodate a walker or wheelchair in his or her vehicle, he or she must indicate so on the initial Volunteer Driver application.  If this situation changes at any time for any reason, the Driver is encouraged to contact staff to update the Volunteer Driver’s file.

Curb-to-Curb Service

Volunteer Drivers are not encouraged to enter a passenger’s home under any circumstances and doing so is at the Driver’s own risk.  The Volunteer Driver Program accepts no responsibility for volunteers who choose to enter passenger’s homes.

If there is no answer at the door upon arrival to a passenger’s home, drivers are advised to contact staff immediately.

If a driver suspects an emergency situation, it is recommended that he or she contact local authorities or dial 911.

Passenger Escort

Volunteer Drivers are not required to escort their passengers directly to their appointment; however, it is considered a kind gesture.

Volunteer Drivers are not required to stay at the appointment site.  Drivers may run other errands, etc. during the passenger’s appointment.  If a driver is going to leave the passenger, he or she is asked to provide the passenger with reasonable means for contact when the passenger’s appointment is completed.

Additional Stops

Additional stops at the request of a passenger or driver are acceptable but only if agreed upon by both the Volunteer Driver and passenger.  These types of trip stops must be arranged with staff, as any stops outside of those scheduled will not be covered by program insurance.

Driving Practices

· Drivers must drive in a courteous, defensive manner.  The Volunteer Driver Program accepts zero responsibility for any traffic tickets incurred for parking or traffic violations while completing a volunteer driving trip.

· Seatbelts must be worn by both drivers and passengers at all times during the trip.

· It is requested that drivers and passengers refrain from smoking while partaking in the Volunteer Driver Program.

· There should be no sharp, loose or heavy objects in the Driver’s vehicle which could be a hazard to passengers.
· Do not give medical assistance (call 9-1-1).

· Report “unusual” behavior to Area Agency staff.

· Refer passengers to 442-9591 or 800-408-4636 to arrange any future transportation (DO NOT schedule rides yourself).

· Cancelling a trip due to adverse weather conditions is at the discretion of the driver.  Safety is always the most important priority.  If a trip warrants cancellation, the Volunteer Driver must notify staff as soon as possible.

· Record mileage if you would like to be reimbursed for your mileage.

Mileage Reimbursement Policy and Rate

The Volunteer Driver Program also provides limited travel reimbursement to and from the passenger’s house and appointment sites at a rate of 22 cents per mile up to $25 maximum per month. You will receive your reimbursement when expenses reach or exceed $10. To be eligible to receive travel reimbursement, you must submit a volunteer timesheet. Timesheets are due by the 5th of the month for volunteer hours completed in the previous month.

Gifts and Gratuities

Volunteers are prohibited from accepting gifts and gratuities from person receiving services.  Clients who wish to show their appreciation for services should be encouraged to make a donation to the program.  Volunteers will be provided with a donation envelope.  Donation envelopes should not be collected by the Volunteer, but instead can be mailed to the Area 1 Agency on Aging at the address provided on the envelope.
Vehicles

Volunteer Driver’s use their personal vehicles for the transportation of passengers in this program.  It is the responsibility of the driver to maintain his/her vehicle in safe operating condition and exercise due care in operating the vehicle.  The vehicle must have operable seat belts and all passengers and the Volunteer Driver shall use them.
Insurance

Volunteers operating their personal vehicle at the direction of the A1AA for the business of the Volunteer Driver Program become an additional insured on the A1AA’s commercial automobile liability policy, but only in excess of policy limits maintained on the volunteer’s personal automobile. The A1AA’s insurance policy provides third party liability protection beyond the driver’s own auto insurance.  The A1AA does not provide any insurance for physical damage (collision/comprehensive) to the volunteer’s personal vehicle.

For Volunteer drivers, this insurance is in effect only when driving a sanctioned trip scheduled by the A1AA and under the guidelines of the Volunteer Driver Program.

Volunteer Driver’s must maintain, at all times, the following minimal insurance limits on any vehicles used to provide transportation to passengers for the Volunteer Driver Program

Minimal Coverage Requirements:

California State Liability Limits:

–$30,000 per occurrence

–$15,000 per person bodily injury

–$5000 physical damage

A1AA Recommended Limits:

–$250,000 per occurrence

–$500,000 per person bodily injury

–$250,000 property damage

Additional Insurance Recommendations

• Obtain uninsured motorists endorsement to personal auto insurance policy with $100,000 per occurrence and $300,000 per person bodily injury.

• Physical damage coverage since physical damage to the non-owned vehicle is the responsibility of the volunteer.

The volunteer should review his/her policies to ensure that there is not language that would prohibit the volunteer from providing volunteer transportation.  That the Area 1 Agency on Aging maintains coverage only in excess of the driver’s personal coverage

Accidents

In the event of an accident, the volunteer driver’s insurance will provide the first line of coverage. The volunteer driver will be responsible for paying the deductible for their personal insurance policy.

Accident Reporting Procedure

Follow local and California State laws

1. STOP IMMEDIATELY; however, do not leave the vehicle in a place where it is illegally parked or will create a traffic hazard.

2. Check to see if anyone is injured. Assist, if appropriate, and call an ambulance, if necessary.

3. Call the police to report the accident. Identify yourself as a Area 1 Agency on Aging volunteer and state you are driving a passenger to an approved appointment. 70
4. Courteously respond to questions and exchange appropriate insurance information with other parties involved. Do not discuss the details of the accident except with the police or an authorized Agency representative.

5. Obtain copies of any written accident reports from the law enforcement officer.

6. Complete Incident Investigation Report form (provided by the Area 1 Agency on Aging) at the scene to ensure all information is obtained. (Use this form to also document accidents that do not involve vehicles, and mark “N/A” in any field that doesn’t apply.)

7. If you damage a parked vehicle or other property and cannot immediately locate the owner, always leave your name and the A1AA’s 800-408-4636 number in a secure but conspicuous place where the owner of the property or vehicle can find it.
8. NEVER leave the scene of an accident without attempting to identify yourself and provide the necessary information.

9. Carefully assess your vehicle to determine if it can be driven. Contact the A1AA staff partner to report the accident and so that alternate transportation, if necessary, can be swiftly arrange for any passengers and towing service can be contacted.

Grievance Policy
About a Volunteer Driver

If a Driver receives a grievance against him or her, he or she will be contacted by staff and the grievance will be reviewed.  Drivers who received repeated grievances will be asked to resign from the program.

A record will be placed in the Volunteer Driver’s file, and all feedback/grievances received via periodic spot checks will be discussed with the Volunteer Driver during their performance review.

By a Volunteer Driver

If problems arise during the course of the Driver’s trip assignment, he or she is asked to contact staff as soon as possible to provide details of the incident.

Staff will work with the Volunteer Driver and any passengers or other volunteers associated with the incident ensuring a satisfactory resolution.

Referral and Trip Coordination Process

Referral

Passengers must complete an initial intake form to become registered in the program.  

Passengers can be referred by the following after staff has spoken directly to the referral source:

· Physician

· Senior/Social Service agencies

· Church

· Chambers of Commerce

The Information and Assistance staff will contact the client (passenger) upon receipt of the referral form to confirm enrollment in the program.

Trip Coordination

1) Passengers are asked to provide at least 48 hours advance trip notice by calling the Information and Assistance Program at 442-9591 or toll free at 800-408-4636.  All bookings must be coordinated via the Area 1 Agency on Aging.

2)  The Volunteer Driver will call the passenger at least 24-48 hours in advance to confirm pick up/appointment times. Consider dialing *67 before dialing the actual phone number, so that your phone number will not be displayed if the patient has Caller ID.

· Confirm phone number and address, get special directions

· Reassure patient that the ride will be there!

· Be cautious of leaving a voice mail message identifying yourself as a Society volunteer (call at another time if necessary)

· Be familiar with route from patient’s home to treatment facility and treatment parking policies (keep a map of the area in your vehicle).

· Allow ample travel time (weather, traffic, road conditions)

Referral of Passengers to Program

Passengers must complete an initial intake form to become registered in the program.  

Passengers can be referred by the following after staff has spoken directly to the referral source:

· Physician

· Senior Service agencies

· Church

· Chambers of Commerce

I, ​​​​​​​​​​​​​​​____________________________________, state that by signing this release, I have read and understood the policies and procedures in this driver handbook.  I intend to do my best to abide by these policies and procedures and understand the responsibilities and obligations of the program.

______________________________

__________________

Signature






Date

______________________________

__________________

Witness






Date

Addendum A
Volunteer Center of the Redwoods

Volunteer Driver Orientation Checklist
The Volunteer Center of the Redwoods provides orientation to volunteers prior to their providing service.  Orientation shall include:

1. The purpose of the Volunteer Transportation Program.

2. The role volunteers play in providing services.

3. An explanation and a copy of the job description.

4. Statement that the volunteer’s personal auto insurance is his/her primary coverage, and

a. That the volunteer should review his/her policies to ensure that there is not language that would prohibit the volunteer from providing volunteer transportation

b. That the Volunteer Agency maintains coverage only in excess of the driver’s personal coverage.

c. Explains what additional coverage the Area 1 Agency on Aging/Volunteer Center of the Redwoods maintains covering volunteers.

5. Volunteer’s Rights and Responsibilities.  Minimum requirements include:

a. To maintain their vehicle in safe operating condition

b. To assure that the vehicle has operable seat belts and that all passengers and the volunteer driver shall use them.

6. To maintain client confidentiality.

7. To exercise due care in operating the motor vehicle.

8. Reimbursement for mileage and volunteer timesheets.
9. Reporting requirements. 

10. Evaluation.

11. Area 1 Agency on Aging/Volunteer Center of the Redwoods contact and supervision.

12. Accident and other incident reporting. What to do in case of Emergency.

13. Review Area 1 Agency on Aging/Volunteer Center of the Redwoods Volunteer Driver Handbook.

14. Sign “Alcohol and Drug-free Workplace Policy”
15. Sign “Sexual Harassment Policy”
16. Review “Elder and Dependent Adult Abuse Policy”
17. Sign “Statement of Confidentiality” and HIPPA compliance.
18. Complete Volunteer/Agency Agreement form.

19. Volunteer Handbook acknowledgement.
Addendum B
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Volunteer Center of the Redwoods & RSVP

Programs of the Area 1 Agency on Aging
Volunteer Driver Application
	CONTACT INFORMATION

	Last Name
	

	First Name
	

	Mailing Address
	

	City/ST/ZIP 
	

	Phone (s)
	Land:
	Cell:

	E-Mail Address
	

	Demographic

(optional)
	 MACROBUTTON  DoFieldClick ___ American Indian or Alaskan Native      MACROBUTTON  DoFieldClick ___ Hispanic or Latino                                 

 MACROBUTTON  DoFieldClick ___ Asian                                               MACROBUTTON  DoFieldClick ___ Pacific Islander or Native Hawaiian

 MACROBUTTON  DoFieldClick ___ Black or African American                  MACROBUTTON  DoFieldClick ___ Other               

 MACROBUTTON  DoFieldClick ___ Caucasian                


	Birthdate  
	_________ / ________ / _________

	OTHER

	How did you hear about the Volunteer Center & RSVP? 
	 MACROBUTTON  DoFieldClick ___ Telephone book                  MACROBUTTON  DoFieldClick ___ Newspaper           MACROBUTTON  DoFieldClick ___ Workplace/Volunteer Site                       
 MACROBUTTON  DoFieldClick ___ Brochure                            MACROBUTTON  DoFieldClick ___ Radio/TV              MACROBUTTON  DoFieldClick ___ School          MACROBUTTON  DoFieldClick ___  Other

 MACROBUTTON  DoFieldClick ___ Presentation                       MACROBUTTON  DoFieldClick ___ Special event        MACROBUTTON  DoFieldClick ___ Website (please list):
 MACROBUTTON  DoFieldClick ___ Another RSVP volunteer *    MACROBUTTON  DoFieldClick ___ Friend *              ________________________
* Name of person who referred you: ________________________________________

	Are you currently volunteering? 
	 MACROBUTTON  DoFieldClick ___ No        MACROBUTTON  DoFieldClick ___ Yes           If yes, list agency name(s):

___________________________________________________________

___________________________________________________________

	Do you wish to receive our Agency newsletter (six issues per year)?     MACROBUTTON  DoFieldClick ___ Yes       MACROBUTTON  DoFieldClick ___ No    

	May we add your name to a list of volunteers willing to be contacted for Disaster Response purposes?    MACROBUTTON  DoFieldClick ___ Yes           MACROBUTTON  DoFieldClick ___ No  


PLEASE SIGN OTHER SIDE  (
	AGREEMENT AND SIGNATURE

	My signature on this application confirms my enrollment with the Volunteer Center of the Redwoods and with RSVP if I am 55 or older. I understand that completing this application does not guarantee me a volunteer position or placement with an organization. 
I hereby consent to the California DMV furnishing any and all information that is has with respect to my driving history, including but not limited to any and all violations of law, to the Area 1 Agency on Aging, on a periodic basis as determined by the Area 1 Agency on Aging.
_____________________________                       _____________________________

             Volunteer Signature                                               Date


	You are eligible for additional benefits when enrolled in the Volunteer Driver Program.


	INSURANCE

	The Volunteer Driver Program provides excess automobile liability, accident, and personal liability insurance going to and from the volunteer site and while volunteering, at no cost to the volunteer. See brochure for details. Included in the policy is a survivor clause in the amount of $2,500, in the event that an accident during your volunteer service results in your death. Please designate a beneficiary below. 
Beneficiary’s name __________________________________________________________________
Relationship ______________________________ Telephone ________________________________
Address ___________________________________________________________________________



	MILEAGE REIMBURSEMENT

	The Volunteer Driver Program also provides limited travel reimbursement to and from your volunteer job site at 22 cents per mile.  You will receive your reimbursement when expenses reach or exceed $10. To be eligible to receive travel reimbursement, you must submit a volunteer timesheet. Timesheets are due by the 5th of the month for volunteer hours completed in the previous month.

Thank you for completing this application form and for your interest in volunteering!

	FOR OFFICIAL USE ONLY

	Recruit Date:
	Recruiter:

	Volunteer Type:    MACROBUTTON  DoFieldClick ___ RSVP       MACROBUTTON  DoFieldClick ___ VCOR
	Assigned VSS:

	_________________________________________
Staff Signature    
	_________________________________________

Date    


  www.a1aa.org/VCOR
	In Humboldt County: 

434 7th St. ♦ Eureka, CA 95501

TEL (707)442-3711 ♦ FAX (707)442-3714

EMAIL: volunteer@a1aa.org
	In Del Norte County:

550 E. Washington Blvd. Ste. 200 ♦ Crescent City, CA 95531

TEL (707)464-7876 Ext. 136 ♦ FAX (707)464-7877

EMAIL: dnrsvp@a1aa.org


