Denver Regional Mobility and Access Council

Best Practices for Volunteer Driver Programs

The Denver Regional Mobility and Access Council (DRMAC) developed the following best practices for existing and developing volunteer driver programs. We recommend Volunteer Driver Programs have the following in place:
· Waiver, Release, Agreement to Participate, or Indemnification Agreement (from both drivers and riders)
· Insurance

· Comprehensive General Liability
· Business Auto Liability
· Umbrella/Excess Liability
· Volunteer/Employee Dishonesty
· Directors and Officers Liability
· Volunteer

· Driver Statement of Understanding (indicating they understand expectations and policies)
· Incident/Accident Reporting Policy and Procedures
· Trip Report Procedures (indicate what drivers should report back to the organization after each trip)
· Mileage Reimbursement Policy 

· Volunteer Driver Evaluation Policy and Procedures
· Client Intake Procedures 

· Information Sheet for Riders (what information you will ask for)
· Complaint/Quality of Service Report Procedure 

· Written position description that covers:

· Minimum age requirement
· Minimum clean driving record required (example- /three-year driving record must show no more than two traffic violations; serious violations, such as reckless driving or DUI will disqualify) 
· Minimum driving experience required
· Validity of driver’s license
· Minimum condition of vehicle required 
· Physical requirements
· Insurance requirements 
· Enroll in state’s automated reporting system that alerts organization when a driver has been cited for a traffic violation 

· Background check and driving history (review annually) 

· Volunteer Recruitment/Selection process
· Application 
· Interview
· Authorization to check background 

· Volunteer Orientation

· Driver Disqualification Policy that could include:
· Suspension or loss of driver’s license
· A moving violation
· Lapse of required auto insurance coverage
· Occurrence of physical or mental disabilities
· Criminal conviction
· Operating vehicle under the influence
· Improper conduct
· False reporting 

· Driver Training that could include:


· Vehicle operation and what to check daily and periodically (such as lights, signals, belts, etc.)
· Defensive driving
· Adherence to traffic laws
· Passenger assistance
· Sensitivity training
· CPR, First Aid, and Emergency Response 
· Safety 
· Code of Conduct that could include:

· Interactions with passengers

· Nonuse of controlled substance

· Confidentiality of information

· Conflict of interest

· Theft

· Rider abuse, neglect, abandonment, exploitation
· Call-taking, Scheduling and Dispatch Procedures 

· Record Keeping Policy (for both drivers and riders)
· What is included in record
· How long to keep record
· Confidentiality
· Turndowns, Late Cancels and No-Show Policies
We wish to thank Seniors’ Resource Center for developing a Best Practices Guide, from which we borrowed information. The guide provides more in-depth information on each of these standards and includes sample forms and policies. 

