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Objectives

The objectives of this policy and procedure manual are to:

1. Ensure that the program provides older adult (passengers) with the five “A”s for a successful program:

Availability

Accessibility

Acceptability

Affordability

Adaptability

2. Reduce the risk of accident and injury 

3. Provide volunteer drivers with tools for success

Program Scope


Vision

This world moves at a fast pace and most of us rely on our own mobility to come and go.  When older adults have to “turn over the keys” to their car, whether by choice or because it is required, they lose their independence and with that, the ability to access basic needs such as doctors, shopping, and recreation. 
We connect volunteer drivers who provide transportation with older adults who can no longer drive or use public transportation.  Our vision is to support older adult’s independence and keep them connected with the world they created.
Mission

To enhance mobility and transportation for older adults in McKinleyville, Trinidad, Westhaven, and Fieldbrook.


Structure and Resources

Northern Humboldt Volunteer Driver Program will connect older adults in McKinleyville, Trinidad, Westhaven, and Fieldbrook with volunteer drivers.  Door-to-door services will be available for medical, shopping, and recreation needs.  These services will be available for individuals who do not drive and are not able to access public transportation, para-transit systems (Dial-a-Ride), or other agencies transportation services.  Depending on availability services may expand to include door-through-door assistance. 

Volunteer drivers will operate their own vehicles and will be reimbursed for mileage. Service availability will be based on the hours that volunteer drivers indicate they are willing to work.  The office will be staffed Monday through Friday from 8:00 am to 5:00 pm.  Drivers will be recruited by several methods including referrals from older adult passengers, marketing and outreach through direct contact and via various media, and by supporting organizations.  


The program will be managed by 

McKinleyville Community Collaborative (MCC)


1660 Central Avenue, P.O. Box 2668, McKinleyville, CA  95591


(707) 840-0905 ~ (707) 840-0906 fax ~ mfrc0906@sbcglobal.net
McKinleyville Community Collaborative is a 501(c)3 non-profit organization that serves the communities of McKinleyville, Trinidad, Westhaven, and Fieldbrook.  The organization was established in 2000 and has collaborative partners throughout Humboldt County.
The program will be funded by donations, grants, in-kind contributions, and sponsorships.  Older adults will not be required to pay a fee for services, however will be given the opportunity to donate to the program.  Upon request, a cost for services schedule will be provided.  Donations will also be solicited from families, friends, and other supportive individuals.    

Eligibility Standards

Older adults, who are not able to secure transportation to necessary activities such as medical appointments, shopping, and recreation, are eligible for the services.  According to the Center for Disease Control and Prevention, an older adult is someone age 65 and over. 

They must live in one of the Northern Humboldt communities served by the program – McKinleyville, Trinidad, Westhaven, or Fieldbrook.  

Older adults must first attempt to secure transportation assistance from other programs such as Kare-A-Van, Dial-A-Ride, and Redwood Transit System.  The Northern Humboldt Volunteer Driver Program cannot provide services to individuals who are eligible for these programs.  

All passengers must be ambulatory
 and able to get into and out of the vehicle.  All passengers must be able to sit upright and wear a seat belt.

There is no income eligibility requirement. 

Outreach and Marketing

The Management Organization and the community collaborative are responsible for outreach and marketing efforts.  Community organization and collaboration are key to the success of the volunteer driver program.  In October 2009, McKinleyville Community Collaborative brought together organizations and community members to create a plan for the volunteer driver program.  Organizations and individuals involved in the development of the Northern Humboldt Volunteer Driver Program include:

· McKinleyville Community Collaborative

· McKinleyville Senior Center

· Two Feathers Native American Family Services

· McKinleyville Seventh Day Adventist Church

· McKinleyville Community Services District

· Cher-Ae Heights Casino
· Community Members
Materials will be developed that include information for potential volunteer drivers, passengers, donors, and the general public.  A pamphlet and/or brochure, with eligibility requirements and referral process will be created.  

The information will be distributed to social service agencies, medical practitioners, senior service providers, churches, shopping, laundry, and recreational sites, and transportation service providers, e.g. public transit access sites.
Referral Process

Referrals for services will be accepted from older adults (self-referral), family and friends, social and senior service agencies, doctors, and churches.  Older adults who are referred to the volunteer driver program will be provided with an enrollment packet.  Subsequent to forwarding the enrollment packet a staff member will call and provide advice or assistance in completing the packet.  Upon receipt of a completed packet the Transportation Manager will review the information to determine whether the applicant is eligible for the program.

If the applicant is not eligible he/she will be notified by mail, with information explaining why he/she does not meet the eligibility requirements.  If it is determined that the applicant is not eligible for this program because he/she may be eligible for another transportation program, he/she will be provided with contact information for the identified resource.  A follow-up phone call will be made to answer any questions and assist the applicant in accessing other resources.

If the applicant is eligible, he/she will be sent a welcome packet with program information, guidelines, and tips for passengers.  The will be contacted by phone to discuss the program and answer any questions the passenger may have.      

Hours and Days of Service and Scheduling

The office will be staffed Monday through Friday from 8:00 am to 5:00 pm.  Each volunteer driver will provide the Transportation Manager with a schedule of days/times he/she is available.  Services will be offered based on driver availability and may include Saturday, Sunday, or evening hours.  Passengers must request transportation services at least one week in advance.  Services may be available on short notice and during holidays depending upon drivers schedules.  Holiday transportation must be scheduled two weeks in advance.
Mileage Reimbursement

Volunteer drivers will keep accurate logs of transportation services provided.  Volunteer drivers will be reimbursed monthly for mileage from the passenger’s home, or pick up point, to the destination requested and for the return trip.  Volunteer drivers will turn in their transportation logs to the Transportation Manager by the 5th of the month, and mileage reimbursement checks will be issued by the 10th.  

The mileage rate is based on the Internal Revenue mileage reimbursement rate, which, as of 12/2009, is $0.585 per mile.  The maximum mileage reimbursement is $84.00 per month per volunteer driver.

Mileage will not be reimbursed for unscheduled side trips.  Volunteer drivers who are picking up more than one passenger will use the most expedient route.  Random mileage verification checks will be conducted by the Transportation Manager using Google Maps
Volunteer Drivers

The objective of this section is to provide a comfortable and pleasant experience for older adults as passengers while fulfilling the volunteer driver’s obligation to provide safe and efficient service.  

Driver’s Appearance 

Drivers must maintain a professional appearance.  A volunteer driver photo identification badge must be available at all times.  Clothing must be neat, clean, and appropriate for public activities.  Drivers must be clean and well kept, free from excessive perfumes or colognes, and must not smell of tobacco or other smoke.  Behavior and appearance must be respectful and tasteful.
Customer Service

Drivers shall be courteous to passengers and offer assistance to them as they enter or exit the vehicle.  Drivers shall not physically move or position passengers.  Drivers shall be patient with guests that require special assistance, such as elderly, disabled, or persons with special needs.

Drivers must have access to maps and/or directions to destinations and be prepared by knowing the easiest transportation route.  The Transportation Manager will provide either a web-based or print-out of the passenger’s pick-up location and destination with driving directions.  

Drivers must NOT leave passengers in an unsafe location.  Passengers must be driven to specific destinations such as medical offices, stores, recreational sites, or public transportation access sites.

Drivers shall adjust passenger seat, while empty, to accommodate for ease of getting into and out of the vehicle.  
At all times, drivers shall represent the program positively and enthusiastically, be polite to passengers, communicate respectfully and clearly, and help to create a pleasant atmosphere.
Schedules

The volunteer driver’s schedule will be based on his/her availability.  Volunteer drivers will provide the Transportation Manager with the times and dates they are available at least two (2) weeks in advance.  Service hours are Monday through Friday 8:00 am to 5:00 pm.  Volunteer drivers who are willing to provide transportation on Saturday, Sunday, or evenings, or on short notice (less than one week) will advise the Transportation Manager of his/her availability.  Changes in a volunteer driver’s scheduled availability will be reported to the Transportation Manager immediately.   

Volunteer drivers are considered working for the Northern Humboldt Volunteer Driver Program only when they are transporting an older adult who scheduled his/her transportation through the Management Organization.  Volunteer drivers who choose to provide transportation services not scheduled by the Management Organization will not be reimbursed for mileage or considered under the auspices of the organization during that time.
Training 

All drivers shall receive training in:

1. Customer Service
2. Senior Sensitivity
3. Safe driving techniques

4. Emergency Procedures

5. Pre-trip inspections and preparation of pre-trip inspection forms

6. CPR/First Aid 

7. NHVDP Policy and Procedure
8. Drug & Alcohol Workplace Policies

First Aid/CPR Training

All drivers shall maintain current certification from the American Heart Association or American Red Cross on First Aid and CPR.  First Aid and CPR Certification is required within the first 90 days from the volunteer driver’s start date.
Driver’s License and Certification Requirements

All drivers must have a valid Class C license and a valid First Aid/ CPR certificate.  It is the responsibility of the Transportation Manager to make sporadic checks to determine that the drivers have these documents in their possession while driving.

Service Policies
The service policies for the Northern Humboldt Volunteer Driver Program address those areas of operation that directly affect customer safety, security, and convenience. 
Identification of Vehicle and Driver

Each vehicle and driver shall be identified in a manner visible to passengers.  Volunteer drivers will be provided with a badge that includes their picture, name, and description of the vehicle.
Discrimination

Drivers shall not discriminate based upon race, religion, gender, ethnicity, color, or national origin.
  AB 14, Laird. Discrimination: Civil Rights Act of 2007.  (1) The Unruh Civil Rights Act entitles all persons within the jurisdiction of this state to the full and equal accommodations, advantages, facilities, privileges, or services in all business establishments, regardless of sex, race, color, religion, ancestry, national origin, disability, medical condition, marital status, or sexual orientation.

Sexual Harassment
Drivers and passengers shall not harass a person because of that person’s sex or sexual orientation.

According to the United States Equal Employment Opportunity Commission, “It is unlawful to harass a person (an applicant or employee) because of that person’s sex. Harassment can include ‘sexual harassment’ or unwelcome sexual advances, requests for sexual favors, and other verbal or physical harassment of a sexual nature.

Harassment does not have to be of a sexual nature, however, and can include offensive remarks about a person’s sex. For example, it is illegal to harass a woman by making offensive comments about women in general.

Both victim and the harasser can be either a woman or a man, and the victim and harasser can be the same sex.

Although the law doesn’t prohibit simple teasing, offhand comments, or isolated incidents that are not very serious, harassment is illegal when it is so frequent or severe that it creates a hostile or offensive work environment or when it results in an adverse employment decision (such as the victim being fired or demoted).

The harasser can be the victim's supervisor, a supervisor in another area, a co-worker, or someone who is not an employee of the employer, such as a client or customer.”
Handicap Accessibility

All passengers must be ambulatory
 and able to get into and out of the vehicle.  All passengers must be able to sit upright and wear a seat belt.

Drivers are not allowed to lift or position passengers.  Limited assistance may be provided by the driver, such as storing and retrieving the passenger’s walker or cane, carrying bags or boxes (under 20 pounds), steadying a passenger as he/she gets into or out of the vehicle.

Fees

     There are no fees for services; however passengers may elect to donate to the program to cover the costs, or a portion of the cost, associated with the service provided.   Volunteer drivers will be provided with stamped envelopes that are addressed to the Management Organization and can be given to passengers who would like to donate. 
Tips

      Drivers are prohibited from accepting cash tips or gratuities from guests.  In no case should tips or gratuities be allowed to influence judgment in regard to ethical business practices.   

   
Temperature Control

The driver shall maintain a reasonable temperature in his/her vehicle.  Older adults may require a warmer vehicle for comfort.  Drivers shall make every effort to keep the temperature at a setting that is comfortable for the passenger.
Cell Phones and Radios
Drivers shall not use cell phones while driving.  In the event of an emergency the driver will move to the side of the road and put the vehicle in park before making a call.  Drivers shall not play music, talk shows, lectures, or other forms of entertainment while transporting passengers.  
Lost and Found


All cash and other property found in the vehicle shall be turned in to the Transportation Manager as soon as possible.  Drivers shall not hold on to items left in their vehicle to return to the passenger at a later date. If the property cannot be turned in the same day, the driver will contact the Transportation Manager and report found property.  All cash and other property will be logged in the Security Lost And Found Inventory Log and the passenger will be contacted by the Transportation Manager to arrange the return of the property.

Complaints and Disciplinary Action

Formal complaints from the public that have been corroborated by the Transportation Manager about the drivers on the road will have the following disciplinary actions:

· First complaint-there will be a verbal discussion about the incident
· Second complaint-suspension of driving privileges
· Third complaint- may result in termination

Passenger Conduct on the Vehicle
We reserve the right to refuse service to anyone who violates our code of conduct. 
1. No open containers of food or drink

2. Passengers will not be transported if they are under the influence of, or in any way incapacitated by, alcohol and/or other drugs
3. No pets, with the exception of service animals
4. No cussing or foul language
5. No physical, verbal, or other conduct which may be offensive or harmful to others
6. Passengers are not allowed to disturb the driver’s vision

7. Passengers must remain seated and wear their seatbelt at all times
8. No panhandling or solicitation
9. No smoking, excessive perfumes, colognes, or incense
Risk Management
Volunteer Drivers will be provided with training and materials to ensure safe transportation of older adults.  The purpose of this section is to prevent and reduce the potential for emergency situations or unsafe driving conditions.  
Drug and Alcohol Testing

All drivers shall be subject to the Northern Humboldt Volunteer Driver Program “Drug and Alcohol Free Work Place Policy”. The purpose of the policy is to help prevent accidents and injuries resulting from the use of alcohol or controlled substances by Volunteer Drivers.

Unsafe Conditions

A motor vehicle shall not be operated in such a condition as to likely cause an accident or a breakdown or further damage to the vehicle.

Maintenance

Each volunteer driver shall maintain his/her motor vehicle in safe operating condition.  The pre-trip inspection shall include verifying that the vehicle is mechanically sound, free from potential hazards, and has undergone regular maintenance such as oil change, tire rotation, brake checks, etc.  

Inspections

ANNUAL INSPECTIONS   

Vehicles used to transport older adults through this program must undergo a vehicle safety inspection by a Certified Mechanic prior to beginning service.  The initial inspection is the responsibility of the Management Organization and not the volunteer driver.  The Management Organization reserves the right to select the Certified Mechanic to perform the inspection.

PRE-TRIP INSPECTIONS

Before driving any vehicle, the driver must:

1. Inspect the tires, horn, lights, windshield, mirrors, seatbelts, brakes, and heating

2. Fill gas tank* and make sure all fluids are topped off

*Note: Running out of gas is considered putting the passenger at risk.

Volunteer drivers will be provided with a trip sheet that includes pre-trip inspection verification.
Corrective Action

Prior to using the vehicle to transport older adults through the Northern Humboldt Volunteer Driver Program the owner of the vehicle shall be responsible to repair any defect or deficiency listed on the driver’s vehicle inspection report.

Traffic Violations

No person shall aid, abet, encourage, or require a driver to violate a motor vehicle code.  All drivers shall be financially responsible for all traffic fines and penalties resulting from a violation of the California Vehicle Code due to their negligence and/or unsafe driving.
Hazardous Materials, Substances, or Waste

No hazardous materials, substances or waste capable of posing an unreasonable risk to health, safety, and property shall be transported on the vehicles.  Passengers will be permitted to travel with respirators, portable oxygen and other life support equipment.  Cylinders of oxygen used by passengers for health reasons are not subject to the Hazardous Materials Regulations.

Accident Report

Accidents involving a Volunteer Driver while he/she is transporting a passenger scheduled through the Northern Humboldt Volunteer Driver Program shall be reported immediately to the Transportation Manager. 

Emergencies
Volunteer Drivers will be provided with and Emergency Handbook that they will keep in their vehicle and refer to in the event of an emergency.  

Mechanical Breakdown

Driver
1. Notify Transportation Manager of the nature of the breakdown, location, name of older adult passenger, and his/her destination.
2. If safe to do so, keep all passengers on board until the Transportation Manager arrives
3. If unsafe to keep all passengers on board, evacuate the passengers to a safe location.

Transportation Manager

1. Send Back-up vehicle to retrieve passengers and transport them to their destination.

2. Secure alternate volunteer driver, as needed, to complete the transportation assignment.

Fire
Driver

1. Stop the vehicle at a safe location.

2. Evacuate all passengers from the vehicle into a safe location.

3. Call 911 and then the notify Transportation Manager of the situation.  Provide the vehicle’s location and the nearest cross streets.  Keep the Transportation Manager informed of the situation by calling every fifteen minutes.

Transportation Manager

1. Dispatch a standby vehicle to pick-up the passengers.

2. Notify the Executive Director of the emergency.

Medical Emergencies

Driver

1. Evaluate the situation.

2. Call 911 then notify the Transportation Manager with the name of the passenger and the nature of the emergency and the location of the vehicle.  Keep in contact with the Transportation Manager every fifteen minutes until situation is under control.

3. Proceed to the nearest safe location and wait for the Emergency Medical Technician.

4. Begin First Aid/CPR while waiting for the Emergency Medical Technician if needed.

Transportation Manager

1. Dispatch another volunteer driver if necessary, or arrange to pick up the passenger(s).
2. Notify the Executive Director of the emergency.

Accidents Involving Injury or Property Damage
Driver

1. Call 911* then notify the Transportation Manager of the situation.  Give location, nearest cross street and the number of passengers onboard.  Keep in contact with the Transportation Manager every fifteen minutes if possible.
2. Evaluate the scene and see if any passengers or the driver need medical attention.
3. Administer First Aid/CPR as needed.
4. Record times, location, cross streets or landmarks, names and telephone numbers of passengers and witnesses if possible.

5. Request other assistance as needed.
6. Evacuate the passengers if safe to do so.
7. Follow you automobile insurance provider’s policies for handling an accident.
*911 Nine-one-one is to be used ONLY in emergency situations. An emergency is any situation that requires immediate assistance from the police/sheriff, the fire department or an ambulance.  Emergency numbers will be included with the In Case of Emergency Packet that will be given to volunteer drivers.

Transportation Manager

1. Dispatch another volunteer driver if necessary, or arrange to pick up the passenger(s).
2. Notify the Executive Director of the emergency.
3. Contact Health Screening Services (707) 442-5474.  The driver must provide a urine specimen for a drug test within 32 hours of the accident and breath or alcohol test as soon as possible following the accident.  Inform the driver to not consume any alcohol from the time of the accident until they are tested.
4. It is the volunteer drivers responsibility to handle the vehicles transport and repairs
Robberies or Car Jacking
1. Do not panic.  Staying calm will improve your chances of survival.  Do as you are told and urge all passengers to cooperate.  No amount of money or property is worth risking a life.

2. Take careful mental notes: try to remember hair color, hair length, clothing description, weapons, speech peculiarities, shoes, vehicle description and license plate number.
3. Avoid leaving with an armed robber; you stand a good chance of being killed.  Plan ahead, what you will do if ordered to leave with the robber (fake a faint, heart attack)

4. Do not use a weapon.

5. Do not make any sudden moves

6. After the robbery call 911 then the Transportation Manager.

Disorderly Conduct 

1. Verbally warn guest to calm/quiet down or if not the vehicle will pull over and let the unruly guest off as soon as safely possible. 

2. Pull the vehicle over as soon as safely possible and ask the unruly guest to exit the vehicle.

3. Call 911 if the driver feels unsafe or threatened or if the situation is unresolved. 

4. Call the Transportation Manager and inform them of the situation. 
Administration
The Northern Humboldt Volunteer Driver Program is being operated by McKinleyville Community Collaborative, a non-profit community agency referred to as the Management Organization.  It is the responsibility of the Management Organization to ensure that all policies and procedures all followed.  These delegations are as follows:

Executive Director
· Ensure that Policies and Procedures are in place and are followed by all parties

· Manage the finances of the program, securing grants, donations, and other funds

· Provide documentation and prepares reports on services provided, expenses, income, program evaluation, challenges, and solutions

Transportation Manager

· Provide a schedule for the volunteer drivers
· Maintain detailed records of volunteer drivers licensure, insurance, vehicle registration and maintenance
· Maintain detailed records of older adult passengers including home address and telephone, emergency contact information, special needs, etc.

· Maintain a record of transportation services provided
· Coordinate training for the volunteer drivers
· Ensure a safe and secure environment during the transport of passengers

· Handle volunteer driver and older adult passenger concerns and complaints
Volunteer Driver

· Maintain their vehicle in safe operating condition 
· Attend all required trainings
· Comply with the recognized motor carrier regulations, state traffic laws, and the policies and procedures of the Northern Humboldt Volunteer Driver Program
· Report all accidents to the Transportation Manager as soon as safely possible

· Provide excellent customer service
· Inspect their vehicle before and after each trip
· Make sure their vehicle is clean at all times

· Ensure trip reports and mileage reimbursement requests are submitted monthly

Recordkeeping

An Accident Report shall be maintained for a period of three years after an accident. 
The Accident Report shall include all vehicle accidents occurring on a highway that results in:

1. A fatality;

2. Bodily injury to a person who, as a result of the injury, immediately received medical treatment away from the scene of the accident; or

3. One or more motor vehicles incurring disabling damage as a result of the accident, requiring the motor vehicles to be transported away from the scene by a tow truck or other motor vehicle.

An accident that results from boarding and alighting from a stationary motor vehicle need not be included on the Accident Register.

The Accident Record shall contain at least the following information:

1. Date and time of the accident.

2. City or town in which the accident occurred.

3. Driver’s name.

4. Number of injured and fatalities.

5. Whether hazardous materials, other than fuel spilled from the fuel tanks of motor vehicles involved in the accident were released.

6. Copies of all accident reports required by the State of California.

Record Retention

1. Pre-Trip Inspection Reports, twelve months

2. Driver Qualification Files- Three years after volunteer leaves the program
3. Inspection Reports- 18 months 

4. Maintenance Records- 18 months 
5. Driver’s Daily Log Book- six months

Driver’s Qualification File

A Driver’s Qualification File must be maintained by the Transportation Manager for each driver.  The Driver’s Qualification File shall be retained as long as the driver is volunteering and for three years after the driver is no longer participating in the program.  The Driver’s Qualification File must contain:

1. The Driver’s volunteer application
2. California Department of Motor Vehicles Driver’s License Information Record
3. California Department of Justice Background Check
4. The results of driver’s drug test results
5. Verification of NHVDP Drug & Alcohol Training
6. A copy of the driver’s Class C driver’s license
7. Driver’s Checklist of Completed Training 
8. Verification of Insurance coverage

� Ambulatory: able to walk, hence referring to a person who is not confined to a bed or wheelchair.


� Civil Rights Act of 1964, Title III, Title VI


� AB 14, Laird. Discrimination: Civil Rights Act of 2007.


� Ambulatory: able to walk, hence referring to a person who is not confined to a bed or wheelchair.
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