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Thank you……

for volunteering for the

Center for Independent Living for Western Wisconsin, Inc. (CILWW) 

New Freedom (NF) volunteer driving program.

Please do not hesitate to call if you have questions or concerns.

We value your ideas and suggestions.

We hope you have a rewarding experience as a volunteer driver

and that you enjoy your time with this wonderful program.

We hope you share with others the importance of your

volunteer driving and how it benefits so many people

with disabilities in our community.

We would appreciate any referrals for new drivers

that you could recommend. Just call for an application. It’s that easy!

Please drive safe and welcome to the Volunteer Driving Program!

Sincerely,

 Center for Independent Living for Western Wisconsin, Inc.
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WELCOME!
We would like to thank you for your kind offer to be one of our highly valued volunteer drivers for persons who have disabilities. Our experience with our other volunteer drivers is that your job will be a very rewarding one!
How your role is vital

The role you are going to play will be crucial to the persons you serve. By transporting people to their jobs and to their schools, you are assisting them in achieving their financial independence. As you drive others to their doctor’s appointments, therapy, dialysis or even to buy their groceries, you can derive satisfaction from knowing that you are part of the reason that they are remaining healthy. Finally, all of our lives need balance. All of us need more in our lives than just work and good physical health to live full and productive lives. For this reason, you may also be driving people to a class at the senior center, to the library, or to wherever they need to go to fulfill their personal and social needs. In sum, your role will be essential to promote the independence, well-being and the quality of life for those you serve. 
Filling in the gaps

We need you, because without you, some people would not have any way to get to where they need to go. While there are public and private transportation programs that do serve some of the needs of persons with disabilities, there are many needs that are not being met. You will fill in these gaps that currently exist in the current transportation systems. For example, some of the people who you will serve are those who live in rural areas, those who must travel across counties, people with some types of disabilities who are under 60 years of age, and those who have no other form of transportation to attend family celebrations or other types of social gathering and civic events. Some of you will also be assisting people who may be covered by other transportation programs in theory, but who in reality simply cannot afford to pay the fees that are charged by some providers. 
Mileage reimbursed at Federal rate

One of the benefits of this program is that we pay for your mileage at the federal rate. Another great thing about being a volunteer driver is that sometimes, you can use the trip to meet your own travel needs. For example, if your rider needs to go grocery shopping, you can do yours at the same time! Or, if they have a long medical appointment, you can use the time you have while you wait to do your own errands or visit with your own family in the area. 
Our Philosophy

Who We Are

The Center for Independent Living for Western Wisconsin, Inc. (CILWW) is a non-profit organization serving people with disabilities who live in Western Wisconsin. CILWW is a non-residential, consumer controlled Center operated by a skilled staff, Board of Directors, and volunteers composed primarily of people with disabilities. Their knowledge and experience provide a wide base of expertise for assisting consumers.

What We Believe

We believe that a person with a disability has the right to choose where and how they want to live and to be responsible for their choices. Our focus is to empower consumers in making choices that maintain or increase their independence. 

How the Program Works

Volunteer Driver Orientation and Driver Procedures

Orientation is provided for each driver before they begin driving by a Transportation Specialist (TS) or the Transportation Program Assistant (TPA). Training will be coordinated with other transportation providers region wide. At this orientation meeting, the driver will be asked to fill out a number of forms which will include the Volunteer Acknowledgement Form. This form states that you have been given the Volunteer Driver Handbook and that it is your responsibility to read and comply with CILWW/NF policies and procedures. Once the driver has completed all paperwork, background checks, and interviews, the TS or the TPA will notify the interested volunteer driver as to the approval of their application. No driver is allowed to drive as a volunteer driver until they have been contacted by the TS and told that their application/orientation process has been approved. The TS will match riders with drivers and will schedule rides 24 hours or more in advance. When you agree to a trip you will receive the riders name, address, phone number, special needs (if applicable), and how long the appointment will take. The TS will give the rider your vehicle information (make, model, color of vehicle) so the rider can watch for you. 

It is usually good practice to greet the Rider at their front door and assist them to and into your vehicle. If you have a physical disability yourself, the consumer will be told of this and will not be expecting you to come to the door. 

Your Responsibilities as a Volunteer Driver

As a volunteer driver you agree to the following: 

· Treat your riders with respect. 

· Trust in your rider’s wisdom and knowledge about themselves and their own disability. 

· Respect your rider’s need to be as independent as possible, and do not give help unless you first offer it and it is accepted. 

· Do not repeat anything that you learn about your rider to anyone else. You are expected to respect their right to confidentiality.   
· Be prompt and reliable. 

· You will be asked to sign an acknowledgement that you agree with the above in the volunteer driver agreement which is part of your orientation packet.

Travel Reimbursement

Mileage reimbursement forms will be included in the back of this packet. As a Volunteer Driver you will be responsible for completing a driver’s travel log and sending them in to your Transportation Specialist. 

Use the envelopes at the back of your folder to mail your driver logs and any pre-approved trip meal receipts. Please be sure to mail your drivers log and receipts to the Transportation Specialist by the 5th of each month. All meals must be pre-approved by the Transportation Specialist. 

Checks are normally mailed out the 20th of each month or the last working day before. Drivers are not to call the fiscal manager or anyone to request their check be set aside for pick up. Drivers are to notify their TS if reimbursements are late 2 weeks from the 20th. Only the driver themselves may call with questions regarding reimbursements. 

Donation Procedures

Riders will be asked to give a donation for each trip. For riders who would like to donate to the transportation program they may give donations to you the driver and receive a receipt. You will have a cash receipt booklet in your packet to use for all cash and checks received to be turned in with your logs by the 5th of each month. Co-pays are based on the mileage for each trip.

Suggested donations are as follows: 


Round trips less than 50 miles will cost the rider - $5. 


Round trips between 50-100 miles will cost the rider -$8.


Round trips between 101-150 miles will cost the rider - $10.

Here is what this will mean to you as a driver. You should collect the money before the start of the trip. Payment may be made with either cash or check. Riders should make checks payable to the Center for Independent Living. You will then write out a receipt to the rider from the receipt booklet and give the rider the yellow receipt copy. At the end of the month, please send collected monies and the white receipt from the receipt booklet with your log sheets (do not staple receipts to cash, checks, or money orders, please use paper clips). Checks may be mailed as is. Cash will need to be sent in the form of a money order. Money orders must be filled out completely. Usually if a driver goes to their own bank there is no charge for a money order, but if you are charged for the money order you can send in your receipt with your driver’s logs for reimbursement. Please do not write checks from your personal accounts. 
Contacting your Transportation Specialist

If you have questions, please call the Transportation Specialist at the 800 number that is on the business card which is in the front pocket of this binder. If the Transportation Specialist is not in when you call, please be sure to leave a message. 

Also, please remember the following: If you are unable to perform a scheduled ride please contact the Transportation Specialist as soon as possible to find a replacement driver. If you are unable to continue as a volunteer driver please let the Transportation Specialist know as soon as you are able to give notice. Your Transportation Specialist would appreciate that you give her/his name to interested potential drivers. 
Driver Policies and Procedures

Policy 1 Drivers will be safe and responsible. 

Procedures for Policy 1
· Vehicles will be properly maintained and be in safe working condition at all times. 
· Drivers will maintain adequate car insurance on their vehicle and provide Transportation Specialist updated copies of insurance card and driver’s license for current driving eligibility. Drivers will be notified by mail 10 days prior to insurance or license expiration; giving Drivers 10 business days to return a copy. If Driver does not follow this, their volunteer driving privileges will be revoked. 
· Drivers will follow the laws and rules of the roads. 
· All drivers and passengers will be secured and/ or wear seat belts. 
· Drivers will not smoke in their vehicles. 
· Drivers will not talk on their cell phones while driving. 
Policy 2 Drivers will treat all riders with dignity and respect.

Procedures for Policy 2 

· Drivers will be polite and courteous

· Drivers will ask riders if they need assistance, rather than making an assumption that help is needed when it is really not. 

Policy 3 Drivers will be reliable and dependable.

Procedures for Policy 3
· Drivers will arrive at the scheduled pick up time.
· If delayed, drivers will call the rider to notify him/her of the delay and then call their Transportation Specialist for further arrangements.

Policy 4 Drivers will not risk their own or their passengers safety by driving in unsafe conditions. 

Procedures for Policy 4

· If the schools are closed, if it is slippery, or if you are aware of dangerous weather that is on the way, first call your rider and explain your reason for canceling the ride. Call the Transportation Specialist and inform them of the change. DO NOT DRIVE IN BAD WEATHER. 

Policy 5 Drivers will work collaboratively with the Transportation Specialist. 

Procedures for Policy 5
· Drivers will notify the Transportation Specialist if they are unavailable at any particular time. 

· Drivers will provide as much notice as possible if they are unable to complete a scheduled trip.

· Drivers will inform the Transportation Specialist of any problems with riders. 

· Drivers will complete and submit all required forms noted in Travel Reimbursement
· Drivers are not to take calls/ride requests from riders, it must ALWAYS go through the TS
· Drivers are never to ask riders for gas money for their vehicles. If the driver is low on funds then the driver should decline the ride request

Policy 6 Just as we expect our drivers to be respectful to their riders, it is important to remember that drivers have the right to expect to be treated with respect as well.

Procedures for Policy 6
Call the Transportation Specialist with any of your concerns, which may include but are not limited to the following: 

· Your right to a smoke free environment

· Your right to a non-abusive conversation

· Your right not to be threatened

· Your right not to have to continue to serve passengers who are consistently late 

· Anything else that is of concern to you 

Policy 7 Drivers will treat special equipment in a way that is safe and comfortable for both them and their passengers. Drivers will trust the wisdom of passengers in relation to some special equipment and helping animals.

Procedure for Policy 7
Wheelchairs or other heavy equipment

· Do not lift heavy equipment or heavy battery powered wheel chairs. If the equipment is light, you may lift it. For example, some driver’s will be capable of lifting walkers and light foldable wheelchairs. 
EMERGENCY PROCEDURES

Motor Vehicle Accident

In the case of a motor vehicle accident or a medical emergency (yours or the riders), call 911 and wait for assistance. Report the accident to CILWW and your insurance carrier as soon as possible. 

No Answer at Time of Pick-up

If upon arriving at the rider’s home, the rider doesn’t respond to their doorbell/knock, do the following:

· Call the rider

· Try to reach the Transportation Specialist to confirm the time and date of the appointment.

· Check with a neighbor if there is a neighbor close by.

· Contact the local police if you think the person may be home but incapacitated and unable to come to the door or the phone.  

Volunteer Conduct

Confidentiality
The protection of confidential business information and trade secrets is vital to the interests and the success of CILWW. Such confidential information includes, but is not limited to, the following examples: 
· Consumer information 

· Computer programs and codes 

· Financial information

· General conversations with riders 
Volunteers who improperly use or disclose business/trade secrets or confidential consumer/business related information will be subject to disciplinary action, up to and including termination of the New Freedom program, even if they do not actually benefit from the disclosed information.

No one other than CILWW personnel, (including CILWW Board members) may read, review, or remove rider/consumer file contents without the written consent of the rider/consumer. Rider/consumer records shall remain confidential and the property of the Center and shall not be released unless dictated by the rider/consumer or by legal action. The Center or staff will not release information, have confidential rider/consumer meetings at the Center, take pictures or do publicity releases without the written consent of the rider/consumer, or their guardian.
Any concerns you have about anything a rider/consumer shares with you, should be discussed with your TS. If, for example, you feel the consumer may be in danger of harming him or herself, you have an obligation to discuss this with your TS. If the TS is not available, contact the NF Program Assistant or Mobility Manager.

Business Ethics and Conduct
The successful business operation and reputation of CILWW is built upon the principles of fair dealing and ethical conduct of our volunteers. Our reputation for integrity and excellence requires careful observance of the spirit and letter of all applicable laws and regulations, as well as a scrupulous regard for the highest standards of conduct and personal integrity. 

The continued success of CILWW is dependent upon our riders/consumers’ trust and we are dedicated to preserving that trust. Volunteers owe a duty to CILWW and its riders/consumers to act in a way that will merit the continued trust and confidence of the public. 

CILWW will comply with all applicable laws and regulations and expects its directors, officers, volunteers to conduct business in accordance with the letter, spirit, and intent of all relevant laws and to refrain from any illegal, dishonest, or unethical conduct. 
In general, the use of good judgment, based on high ethical principles, will guide you with respect to lines of acceptable conduct. If a situation arises where it is difficult to determine the proper course of action, the matter should be discussed openly with your TS and, if necessary, with the Program Assistant or Mobility Manager. 

Sexual and Other Unlawful Harassment

CILWW is committed to providing a work environment that is free from all forms of discrimination and conduct that can be considered harassing, coercive, or disruptive, including sexual harassment. Actions, words, jokes, or comments based on an individual’s sex, race, color, national origin, age, religion, disability, or any other legally protected characteristic will not be tolerated. 
Harassment is defined as unwanted advances, visual, verbal, or physical conduct in nature. This definition includes many forms of offensive behavior and includes gender-based harassment of a person of the same sex as the harasser.

Unwelcome sexual advances (either verbal or physical), requests for sexual favors, and other verbal or physical conduct of a sexual nature constitute sexual harassment when:(1)submission to such conduct is made either explicitly or implicitly a term or condition of employment; (2)submission or rejection of the conduct is used as a basis for making employment decisions; or, (3)the conduct has the purpose or effect of interfering with work performance or creating an intimidating, hostile, or offensive work environment.
If you experience or witness sexual or other unlawful harassment in the workplace, immediately report it to your TS. If the TS is unavailable or you believe it would be inappropriate to contact that person, you should immediately contact the Program Assistant or Mobility Manager. You can raise concerns and make reports without fear of reprisal or retaliation. 

All allegations of harassment will be quickly and discreetly investigated. To the extent possible, your confidentiality and that of any witnesses and the alleged harasser will be protected against unnecessary disclosure. When the investigation is completed, you will be informed of the outcome of the investigation. 
Any TS who becomes aware of possible sexual or other unlawful harassment must immediately advise the Program Assistant and Mobility Manager so it can be investigated in a timely and confidential manner. Anyone engaging in sexual or other unlawful harassment will be subject to disciplinary action, up to and including termination from the NF Program.

Any volunteer who believes that the actions or words of a TS constitutes unwelcome harassment has a responsibility to report or complain as soon as possible to the Program Assistant or Mobility Manager. If the complaint involves the driver’s TS, or for any other reason, the driver, may go directly to the Mobility Manager. If the complaint is against the Program Assistant or Mobility Manager, then the volunteer may go to the Executive Director of CILWW. 

All complaints of harassment must be investigated promptly and in as impartial and confidential manner as possible by a person acting under the direction of the Administration Team. If a volunteer is not satisfied with the handling of a complaint or the action taken by the person acting under the direction of the Administration Team, then the volunteer shall bring the complaint to the attention of the Board Executive Committee. In all cases, the volunteer is to be advised of all findings and conclusions. 
CILWW is committed to preventing workplace violence and to maintaining a safe work environment. Given the increasing violence in society in general, CILWW has adopted the following guidelines to deal with intimidation, harassment, or other threats of (or actual) violence that may occur during hours of operation.

All volunteers should be treated with courtesy and respect at all times. Volunteers are expected to refrain from fighting, “horseplay,” or other conduct that may be dangerous to others. Firearms, weapons, and other dangerous or hazardous devices or substances are prohibited from the premises of CILWW operations without proper authorization. 

Conduct that threatens, intimidates, or coerces another individual will not be tolerated. This prohibition includes all acts of harassment, including harassment that is based on an individual’s sex, race, age, or any characteristic protected by federal, state, or local law.
All threats of (or actual) violence, both direct and indirect, should be reported as soon as possible to your TS. This includes threats by volunteers, as well as threats by customers, vendors, solicitors, or other members of the public. When reporting a threat of violence, you should be as specific and detailed as possible. 
All suspicious individuals or activities should also be reported as soon as possible to a TS. Do not place yourself in peril. If you see or hear a commotion or disturbance, do not try to intercede or see what is happening.
CILWW will promptly and thoroughly investigate all reports of threats of (or actual) violence and or suspicious individuals or activities. The identity of the individual making a report will be protected as much as is practical.

Anyone determined to be responsible for threats of (or actual) violence or other conduct that is in violation of these guidelines will be subject to prompt disciplinary action up to and including termination of volunteer driver duties. 

CILWW encourages volunteers to bring their disputes or differences with other volunteers or CILWW employees to the attention of their supervisors or the Executive Director before the situation escalates into potential violence. CILWW is eager to assist in the resolution of volunteer disputes, and will not discipline volunteers for raising such concerns.
Discipline and problem/grievance resolution
Progressive Disciplines

The purpose of this policy is to state CILWW’s position on administering equitable and consistent discipline for unsatisfactory conduct in the workplace. The best disciplinary measure is the one that does not have to be enforced and comes from good leadership and fair supervision at all employment levels. 

CILWW’s own best interest lies in ensuring fair treatment of all volunteers and in making certain that disciplinary actions are prompt, uniform, and impartial. The major purpose of any disciplinary action is to correct the problem, prevent recurrence, and prepare the volunteer for satisfactory service in the future.
Volunteer work with CILWW is based on mutual consent and both the volunteer and CILWW have the right to terminate volunteer work at will, with or without cause or advance notice, CILWW may use progressive discipline at its discretion.

Disciplinary action may call for any of four steps- verbal warning, written warning, suspension or termination of volunteer work- depending on the severity of the problem and the number of occurrences. There may be circumstances when one or more steps are bypassed. 

Progressive discipline means that, with respect to most disciplinary problems, these steps will normally be followed: a first offense may call for a verbal warning; a next offense may be followed by a written warning; another offense may lead to a suspension; and, still another offense may then lead to termination of volunteer work.
CILWW recognizes that there are certain types of volunteer work or volunteer problems that are serious enough to justify either a suspension, or in extreme situations, termination of volunteer work, without going through the usual progressive discipline steps. 
While it is impossible to list every type of behavior that may be deemed a serious offense, the volunteer Conduct section includes examples of problems that may result in immediate suspension or termination of volunteer work. However, the problems listed are not all necessarily serious offenses, but may be examples of unsatisfactory conduct that will trigger progressive discipline. 

By using progressive discipline, we hope that most volunteer problems can be corrected at an early stage, benefiting both the volunteer and CILWW. Management has the right to summarily terminate volunteers because it is impossible to list all the reason why a volunteer could be abruptly terminated. 
Problem Resolutions
CILWW is committed to providing the best possible working conditions for its volunteers. Part of this commitment is encouraging an open and frank atmosphere in which any problem, complaint, suggestion, or question receives a timely response from CILWW supervisors and management. 

CILWW strives to ensure fair and honest treatment of all volunteers. Volunteers are expected to treat each other with mutual respect. Volunteers are encouraged to offer positive and constructive criticism.

If volunteers disagree with established rules of conduct, policies, or practices, they can express their concern through the informal grievance procedure. No volunteer will be penalized, formally or informally, for voicing a complaint with CILWW in a reasonable, business-like manner, or for using the informal grievance procedure.

If a situation occurs when volunteers believe that a condition of volunteer work or employment or a decision affecting them is unjust or inequitable, they are encouraged to make use of the following steps. The volunteer may discontinue the procedure at any step.
Informal Grievance Procedure
At CILWW, we realize that effective communication between volunteers is essential to maintain a productive working relationship. This is especially true with volunteer’s complaints or grievances. If there is a misunderstanding about your volunteer work or CILWW’s policies, we ask that you talk it over with the TS so that we may effectively address your concerns. Concerns that are expressed only to co-volunteers or to persons outside the company are not likely to be given the attention they deserve and may violate confidentiality considerations. 
Formal Grievance Procedure
1. Volunteer presents problem to the TS or Transportation Program Assistant within a reasonable time period, after incident occurs. If TS or TPA is unavailable or volunteer believes it would be inappropriate to contact them, volunteer may present problem to the Regional Transportation Coordinator or Executive Director. If the complaint is against the Executive Director or the Regional Transportation Coordinator, the aggrieved will file the grievance directly with the Personnel Manager. 
2. TS or TPA responds to problem within 10 calendar days, after consulting with appropriate management, when necessary. Supervisor documents discussion.

3. If problem is unresolved, the volunteer presents problem to Executive Director within 10 calendar days. 

4. Executive Director CILWW, Board Pres., or the Regional Transportation Coordinator and the volunteer will meet within five (5) workdays of receipt of the written complaint and will discuss the problem. Every effort will be made to resolve the issue at this time. If resolved, the ED and volunteer will sign a written description of the resolution.

5. If the resolution does not occur at step 4 the volunteer will submit a written grievance to the Personnel Manager within five (5) workdays after the step 4 meeting. 

6. The Personnel Manager will meet with the volunteer and the Executive Director or the Regional Transportation Coordinator (unless the grievance is against the ED or Regional Transportation Coordinator) within 10 workdays of the receipt of the written grievance. 

7. The Personnel Manager will send written notice of its decision within five (5) workdays of its meeting to the volunteer and the Executive Director. A copy will be kept on file. The decision of the Personnel Manager will be final. *The Personnel Manager has full authority to make any adjustment deemed appropriate to resolve the problem.

Not every problem can be resolved to everyone’s total satisfaction, but only through understanding and discussion of mutual problems can volunteers and management develop confidence in each other. This confidence is important to the operation of an efficient and harmonious work environment, and helps to ensure everyone’s volunteer work and job security.

Complaints and grievances regarding the implementation of CILWW’s policies should be put in writing and sent to the Executive Director of CILWW. Information on how to file a complaint or grievance will be provided upon verbal or written request. Anyone who feels aggrieved by the manner of implementation of this policy may file a complaint and obtain a review of the situation by the Executive Director. If dissatisfied with the results of a review by the Executive Director, an aggrieved party may request either a written review or an in-person hearing by the Personnel Manager. 
Volunteer Driver Rights


 


To receive a minimum of 24 hour notice of a requested trip





To timely cancellation of a scheduled trip





To a smoke-free environment








To a non-abusive conversation





To not be expected to drive on the following Holidays unless you are available and offer to drive:


New Year’s Eve


New Year’s Day


Martin Luther King Day


Good Friday 1/2 day


Memorial Day


Independence Day


Labor Day


Thanksgiving


Christmas Eve


Christmas Day 





To be compensated for your mileage at current Federal Rate and to receive your mileage check in a timely manner
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