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Policy hierarchy
Immediate safety and emergency needs come first. Call 911 when an emergency exists or is reasonably suspected.
Follow applicable federal, state, and local law and licensing requirements.
Follow payer, health plan, broker, facility, and contract requirements that apply to the trip.
Follow manufacturer instructions for the specific vehicle, lift, ramp, wheelchair tiedown and occupant restraint system (WTORS), child restraint, and other equipment.
Follow this Driver Handbook, SCCSD Employee Handbook, and District policies. Ask the Health Transport Operations and Fleet Manager (HTS Manager), as the driver’s direct supervisor, before improvising when requirements appear to conflict. If the HTS Manager is unavailable and the matter cannot reasonably wait, use the General Manager as the backup contact as described in Section 1.3.
	DRIVER RULE
When you are unsure whether a situation is safe, authorized, or within your role: do not guess. Place the vehicle in a safe condition, protect the passenger, and contact dispatch or the HTS Manager. If the HTS Manager is unavailable and the matter cannot reasonably wait, the General Manager may be used as the backup contact under Section 1.3.
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1. Purpose, Scope, Core Driver Responsibilities, and Supervisory Roles
SCCSD drivers are entrusted with the safe, respectful, timely, and accurate transportation of passengers who may have disabilities, mobility limitations, chronic health conditions, cognitive or behavioral needs, or limited access to other transportation. The driver’s role is transportation and appropriate assistance—not diagnosis or treatment.
1.1 Core responsibilities
Operate only vehicles and equipment for which you are trained, authorized, and currently qualified.
Protect passengers from avoidable harm during boarding, transport, transfers, waiting, and drop-off.
Follow dispatch instructions while refusing or pausing any action that is unsafe, unlawful, outside training, or inconsistent with an applicable trip authorization.
Maintain professional boundaries and protect confidential information.
Document trips truthfully and accurately, including actual events and times; never create, alter, or sign information to make a trip appear compliant.
Report hazards, collisions, injuries, falls, equipment defects, complaints, suspected abuse, and other incidents promptly under SCCSD procedures.
	EMPLOYEE HANDBOOK ALIGNMENT
This handbook supplements SCCSD standards on confidentiality, attendance, dress, safety, substance abuse, electronic communications, social media, cell-phone use, timekeeping, and discipline. Those employment policies remain in effect.



1.2 Scope of practice
	Drivers may
	Drivers may not

	Provide trained transportation assistance such as offering an arm, positioning a mobility aid, operating a trained lift/ramp, and securing a wheelchair using approved equipment.
	Diagnose, prescribe, provide medical treatment, change oxygen settings, administer medication (unless separately authorized and trained under a written program), or perform an untrained transfer.

	Call 911 and provide first aid/CPR/AED care within current training and company protocol.
	Delay emergency care to preserve a schedule, avoid paperwork, or seek prior approval.

	Ask operational questions needed to provide safe service.
	Seek unnecessary medical details, discuss passenger information with unauthorized persons, photograph passengers for personal use, or post trip information online.

	Request supervisor guidance and decline an unsafe action.
	Lift or carry a passenger manually unless a specific, approved, trained procedure authorizes it and conditions are safe.



1.3 Roles, Supervision, and Chain of Command
For driver operations, the Health Transport Operations and Fleet Manager (also referred to in this handbook as the HTS Manager or Health Transport Manager) is the direct supervisor for NMT/NEMT drivers. The HTS Manager reports to the District General Manager. The General Manager may be used as a backup or escalation contact when the HTS Manager is unavailable, when an urgent issue cannot reasonably wait, when the concern involves the HTS Manager, or when the driver has been directed to contact the General Manager. The General Manager’s backup role does not replace the HTS Manager as the driver’s direct supervisor or create a separate routine reporting path.
	DRIVER CHAIN OF COMMAND
1. For routine driver supervision and day-to-day transportation operations: contact the HTS Manager first.
2. For dispatch or trip-specific issues: follow the approved dispatch process and keep the HTS Manager informed as required.
3. If the HTS Manager is unavailable and the matter cannot reasonably wait, contact the General Manager as the backup.
4. Emergencies come first: call 911 when required, then notify SCCSD dispatch/supervision as soon as safely possible.


HTS Manager - direct supervisor responsibilities
Consistent with the Health Transport Operations and Fleet Manager job description, the HTS Manager supervises and coordinates Health Transport Services personnel and fleet operations. For drivers, this means the HTS Manager is responsible for day-to-day direction, accountability, training, safety expectations, and operational support.
Coordinate and manage Health Transport Services personnel, including driver work expectations, personnel reviews, recruitment/oversight, and standards for productivity and efficiency.
Ensure transportation safety standards and practices are in place and enforce applicable District policies and standards.
Dispatch Health Transport trips and train drivers on Health Transport workflow and expectations.
Monitor and approve Health Transport personnel timekeeping records.
Coordinate routine vehicle maintenance, maintain accurate vehicle maintenance logs, and ensure vehicles are clean, safely operable, and stocked with appropriate supplies.
Support long-term planning for the division and maintain professional customer service with patients, clients, members, coworkers, partner agencies, and the public.
General Manager - oversight and backup contact
The District General Manager serves as the District’s chief executive under the Board of Directors and provides organization-wide direction, policy administration, communication, and oversight. The HTS Manager reports to the General Manager. For drivers, the General Manager is a backup and escalation contact - not the routine direct supervisor - unless the District specifically assigns otherwise.
Use the General Manager as a backup when the HTS Manager cannot be reached and a time-sensitive operational, safety, personnel, or policy issue cannot reasonably wait.
A driver may also contact the General Manager for an appropriate escalation, including a concern involving the HTS Manager, or when directed by District policy or management.
Whenever practical, routine attendance, scheduling, performance, training, vehicle, and day-to-day operational matters should be brought to the HTS Manager first.
Contacting the General Manager as a backup does not remove the driver’s obligation to follow the HTS Manager’s lawful directions, District policy, dispatch procedures, or required reporting processes.
Chief Financial Officer (CFO) – payroll, deductions, and retirement benefits
The District Chief Financial Officer (CFO) is responsible for the financial administration of Health Transport employee compensation and benefits. For questions within these areas, drivers should use their SCCSD company email or other District-approved communication channel during regular business hours, unless an urgent payroll matter requires prompt attention.
Manage and process payroll based on approved timekeeping records and applicable District payroll procedures.
Administer authorized payroll deductions, including applicable tax withholding and employee-elected or otherwise required deductions.
Administer retirement benefit contributions and related payroll coordination, and respond to employee questions about retirement deductions or benefit administration.
Coordinate with the HTS Manager and other authorized personnel to resolve payroll or timekeeping discrepancies; drivers remain responsible for reviewing and reporting concerns about their timecards promptly.
The CFO does not replace the HTS Manager or dispatch for trip assignments, driver availability, scheduling, call-offs, vehicle issues, or passenger safety concerns. Drivers should direct those operational matters to the HTS Manager or dispatch according to the established chain of command.
Meaning of “supervisor,” “supervision,” and “management” in this handbook
Unless a section specifically states otherwise, references in this handbook to a driver’s supervisor, supervision, or management mean the HTS Manager first. The General Manager is the backup/escalation contact under the circumstances described above. “Dispatch” refers to the approved trip-assignment/communications function and does not change the driver’s direct supervisory relationship with the HTS Manager.
1.4 Approved Communication Channels and Business Hours
Drivers shall use District-approved communication channels for work related matters. Routine questions, nonurgent scheduling concerns, availability changes, and time-off requests should be submitted through the driver’s assigned SCCSD company email account or communicated to dispatch at (530) 299-3114 during established business hours. The HTS Manager remains the direct supervisor as described in Section 1.3.
The dispatch line, (530) 299-3114, also routes urgent calls to after-hours staff. After-hours contact is reserved for time-sensitive trip problems, unexpected inability to complete an assigned trip, passenger or vehicle safety concerns, breakdowns, significant delays, or other issues that cannot reasonably wait until the next business day. For a suspected emergency, call 911 first.
Drivers are expected to make reasonable efforts to resolve foreseeable, routine questions during business hours. Examples of matters that should ordinarily wait until business hours include routine questions about next week’s availability, nonurgent schedule preferences, and clarification of assignments made available for review during the preceding workday.
2. NMT vs. NEMT: Know the Service You Are Providing
For California Medi-Cal purposes, DHCS describes NMT as transportation by private or public vehicle for people who do not have another way to reach an appointment, while NEMT includes ambulance, wheelchair van, or litter van transportation for people who cannot use public or private transportation. Drivers must use the trip type, level of service, and authorization communicated by dispatch and the applicable payer or contract.
	NMT - typical operational profile
	NEMT - typical operational profile

	Passenger generally uses ordinary private/public vehicle transportation.
	Passenger needs a medically appropriate transportation modality such as wheelchair van or litter van, based on applicable authorization and need.

	Driver provides transportation and the authorized level of passenger assistance.
	Driver may need specialized vehicle/equipment competency, mobility-device securement, and closer adherence to prescribed/authorized modality.

	Do not assume “NMT” means no disability or no assistance needs.
	Do not assume “NEMT” makes the driver a medical provider or permits emergency transport.



	NEVER UPGRADE OR DOWNGRADE ON YOUR OWN
Do not change a passenger’s mode of transportation, level of assistance, or securement method merely for convenience. Contact dispatch when the assigned vehicle or service appears unsuitable or unsafe.



2.1 Emergency vs. non-emergency
NMT and NEMT are non-emergency services. A passenger can still develop an emergency during a non-emergency trip. When serious symptoms, major injury, unresponsiveness, severe breathing difficulty, suspected stroke, uncontrolled bleeding, or another emergency is present or reasonably suspected, call 911 and follow dispatcher/supervisor notification procedures after emergency activation.
2.2 Partnership HealthPlan of California Contract Requirements
The following driver-facing requirements are incorporated from SCCSD’s transportation contract with Partnership HealthPlan of California. Drivers should follow current SCCSD procedures and dispatch instructions whenever an administrative or billing issue arises.
Trip authorization and destination control
Provide only trips authorized and scheduled through the approved process. Do not transport a Member to a different destination, add unauthorized stops, or materially change the trip without dispatch approval and documentation. Emergency action is always handled according to the emergency procedures in this handbook.
Timeliness standard
Plan routes and communicate delays so the Member reaches the requested destination within 15 minutes of the scheduled appointment whenever reasonably possible. Notify dispatch promptly when weather, road conditions, facility delays, passenger needs, or other circumstances threaten timely arrival.
Escort, companion, and attendant allowance
For Partnership authorized trips, allow at least one escort, companion, or attendant for a Member over age 21 and at least two for a Member under age 21, while ensuring the assigned vehicle and seating arrangement remain safe and appropriate. Additional persons require SCCSD/dispatch approval unless Partnership specifically directs otherwise.
Member privacy and questions about medical conditions
Do not ask about the nature of a Member’s illness or medical services except when the information is necessary to provide safe, appropriate transportation or when the Member becomes ill during the trip and the information is pertinent to immediate safety and well-being.
NMT service level
For Partnership NMT trips, curb-to-curb is the standard service level unless the trip authorization or SCCSD procedure requires otherwise. Pull as close as reasonably possible to the pickup and destination entrance in a safe, unobstructed location. Before leaving the destination, confirm that the Member is safely inside and seat belted. Call the member or knock on their door if it is safe to do so, in the event that the Member does not come outside upon arrival.
NEMT service levels
For Partnership NEMT trips, door-to-door is the standard service level. Go to the entrance at pickup and announce arrival; at the destination, bring the Member to the appropriate entrance and confirm the Member is safely inside. If the Member cannot self-propel a mobility device or ambulation aid, ensure appropriate facility staff assumes responsibility before departure. Do not perform transfers or physical assistance beyond your training and authorization.
Pickup wait time and no-show handling
At a scheduled pickup location, allow at least 15 minutes for the Member to enter the vehicle. Follow the approved contact attempt and dispatch process before classifying a trip as a no-show or leaving. Document actual arrival time, contact attempts, instructions received, and departure time. After three consecutive Member no-shows, ensure dispatch/management is notified so SCCSD can meet its Partnership reporting obligation.
Appointment failure
If a Member is transported to the authorized destination but cannot be seen, contact dispatch immediately. For an authorized round trip, continue according to the approved trip instructions. For a one-way trip, dispatch must coordinate the return trip; if dispatch cannot be reached, safety return the member to the original pickup location, follow SCCSD emergency/after-hours procedures and document the event promptly.
Emergency medical assistance
If either the driver or the Member believes emergency medical assistance is needed, call 911 immediately. Notify dispatch as soon as safely possible so SCCSD can immediately report the incident to Partnership.
Inclement weather cancellation
When a scheduled trip cannot be safely performed because of inclement weather or unsafe driving conditions, do not improvise. Notify dispatch immediately. SCCSD will ensure the Member and Partnership are notified of the cancellation as required.
General assistance
Never charge or solicit payment from a Member or passenger for general assistance into or out of the vehicle, including opening doors, offering an arm to lean on, or holding a bag. Never bill or collect from a Member for covered Medi-Cal transportation services.
*Dispatch will explicitly inform you of cash pay Members that are not covered by Partnership if payment     collection is needed*
Unattended Members
Do not leave a Member unattended in the vehicle.
Driver identification
Wear and display the SCCSD issued, easily readable photo identification badge showing the driver’s name and SCCSD company name while providing Partnership transportation services.
While on duty and providing NMT/NEMT transportation services, drivers must wear the SCCSD issued identification badge and an SCCSD shirt. The identification badge must remain visible and readable. Drivers must report to the HTS Manager if a required badge or SCCSD shirt is lost, damaged, or unavailable before beginning assigned transportation duties. 
Seat belts, extenders, child restraints, and mobility devices
Require proper seat belt use before moving the vehicle and during transport. Be trained in the use of seat belt extenders and have approved extenders available when required by SCCSD procedure. Do not begin or continue travel when a Member refuses required restraint use. Infants and children must use legally required child restraints; deny transport when a required restraint is unavailable or its use is refused. Never place a child restraint seat in the front seat. Secure wheelchairs and mobility devices using the approved vehicle specific system before movement.
Food, smoking, personal riders, stops, and audio devices
No smoking or vaping is permitted in the vehicle by drivers, Members, or escorts/companions/attendants. Members must be permitted to eat and drink in SCCSD transportation vehicles when needed or desired, provided doing so does not create an immediate safety hazard or interfere with required passenger restraints, wheelchair securement, vehicle operation, or medical/safety procedures. Drivers may not prohibit a Member from eating or drinking solely because cleanup may be required. Drivers must not eat while transporting Members. Do not allow personal friends or family members to ride while transporting Members. Do not make personal stops other than necessary restroom breaks or SCCSD/Member agreed meal breaks. Do not wear headphones or earpieces while performing transportation services unless they are part of an approved two-way communication system.
Weapons and hazardous items
Do not knowingly allow firearms, other weapons, unauthorized controlled substances, or highly combustible materials to be transported in the vehicle. Follow SCCSD escalation procedures when such an item is discovered or suspected.
End-of-trip vehicle sweep
At the end of each trip, check the entire passenger compartment to confirm all Members have exited and no person, mobility device, medication, document, personal item, trash, food, or other debris has been left behind. The assigned driver is responsible for cleaning the vehicle after each trip and leaving the passenger area reasonably clean and ready for the next Member. Promptly clean crumbs, wrappers, spills, and other routine debris using SCCSD approved supplies and procedures. Report significant spills, contamination, damage, or any condition that cannot be safely cleaned by the driver to the HTS Manager or authorized dispatch.
GPS and electronic trip data
Use the approved internet connected dispatch/GPS system as trained. Do not disable, obstruct, falsify, or manipulate vehicle location data, trip events, Member signatures, driver identity, or vehicle identity information. Report device or connectivity failures promptly.
Accident, incident, injury, and complaint reporting
Report accidents, incidents, injuries, emergency medical events, suspected fraud or willful abuse of services, privacy/security incidents, and Member complaints immediately or within the SCCSD procedure applicable to the event. Cooperate fully with investigations and preserve accurate records.
Credentialing and continued qualification
No driver may provide Partnership transportation until SCCSD has verified required credentials and qualifications. Drivers must promptly report any license suspension, expiration, revocation, moving violation conviction, at-fault accident, criminal investigation or charge, arrest, probation/parole status, drug or alcohol related traffic matter, or other event that could affect eligibility to transport Members. Do not drive after SCCSD or Partnership removes or suspends you from service.
Required training
Complete and maintain current SCCSD required orientation and training, including Fraud, Waste and Abuse; privacy/HIPAA; CPR and First Aid; and driver-requirement training. Specialized NEMT tasks require additional hands-on competency and any credentials applicable to the vehicle or service.
Substance-free and medication requirements
Comply with SCCSD’s substance-free workplace requirements and all required pre-employment, random, post-accident, and reasonable-suspicion testing. Refusal to test within the required timeframe is handled under SCCSD policy and applicable contract requirements. A prescribed or over-the-counter medication that may hinder safe performance must be reported through the approved supervisory process, and the driver must not transport Members unless cleared under SCCSD procedure.
3. Professional Conduct and Passenger Rights
Treat every passenger with dignity, patience, and respect regardless of disability, race, color, national origin, religion, sex, sexual orientation, gender identity or expression, age, ancestry, language, medical condition, income, housing status, or other protected status.
Use the passenger’s stated name and respectful form of address. Do not infantilize adults or talk about a passenger as though they are not present.
Explain what you are about to do before touching a person, wheelchair, walker, cane, bag, or medical equipment.
Ask before helping. A passenger may know the safest technique for their own mobility.
Protect privacy during conversations, phone calls, manifests, and facility interactions.
Never request tips, gifts, loans, favors, passwords, cash transfers, or personal relationships with passengers.
3.1 Boundaries
	PROFESSIONAL BOUNDARY
Do not transport an unauthorized person, run personal errands during a trip, enter a passenger’s residence beyond the authorized assistance level, or use a passenger relationship for personal benefit.



3.2 Complaints and grievances
Remain calm and do not retaliate, argue, threaten, or discourage a complaint. Listen, provide the approved complaint/grievance contact information when required, notify dispatch or supervision, and document facts without editorializing.
3.3 Professional conduct with coworkers and supervisors
SCCSD drivers are expected to communicate and interact professionally, respectfully, and courteously with coworkers, supervisors, dispatch staff, facility personnel, and other individuals encountered while performing District duties.
Drivers shall:
· Communicate respectfully, even during disagreements or stressful situations; 
· Follow the established chain of command and lawful supervisory direction; 
· Avoid yelling, threatening, insulting, demeaning, or disruptive behavior; 
· Address workplace disagreements through appropriate supervisory or District procedures rather than arguing in front of passengers or members of the public; 
· Cooperate with coworkers and dispatch staff when performing assigned transportation duties; and 
· Raise safety, operational, or personnel concerns professionally and through the appropriate reporting process. 
Professional conduct does not prevent an employee from raising a good faith safety concern, reporting misconduct, asking questions, or respectfully disagreeing with a decision.
4. Fitness for Duty, Attendance, and Shift Readiness
Transportation reliability is safety critical. SCCSD’s Employee Handbook requires employees to be reliable and punctual and to notify the designated supervisor when they cannot report or will be late. For NMT/NEMT drivers, the designated direct supervisor is the HTS Manager; the General Manager is the backup contact under Section 1.3. Driver operations add the following shift readiness expectations.
4.1 Before accepting a shift
· You are rested enough to drive safely and are not impaired by fatigue, illness, alcohol, cannabis, illegal drugs, or any medication or condition that makes driving unsafe.
· Your driver license and any required endorsements/certifications are current and available as required.
· You have required identification, charged communication equipment, and approved navigation tools.
You are wearing the required SCCSD shirt and your SCCSD issued identification badge is visible and readable.
· You are wearing safe, clean, job-appropriate clothing and closed-toe/non-slip footwear.
· You have reviewed known route, weather, wildfire, road-closure, and chain-control concerns when relevant.
	CALL-OFF PROCEDURE
Follow the SCCSD Employee Handbook attendance procedure and any transportation specific call tree. Do not simply text a coworker, abandon an assigned route, or wait until pickup time to report an absence.



4.2 Medication and impairment
A legally prescribed or over-the-counter medication can still make driving unsafe. Read warnings and consult an appropriate professional when necessary. Notify the HTS Manager through the appropriate confidential process when a work restriction or accommodation may be needed; if the concern cannot appropriately be raised with the HTS Manager, use the General Manager as the backup/escalation contact. Do not disclose private medical details to coworkers or passengers.
4.3 Driver Availability, Schedule Review, and Time-Off Requests
Drivers must maintain an accurate Driver Availability Form identifying the days and times they are ordinarily available for transportation assignments. SCCSD uses those stated available periods, together with passenger needs, trip locations, qualifications, vehicle availability, and operating requirements, when preparing assignments. A listed available period represents a reasonable commitment to accept and perform work assigned within that period, subject to protected leave, approved time off, lawful scheduling changes, and unforeseen circumstances. The form does not guarantee any minimum hours or number of trips.
Changes in Availability. A driver who wishes to change regular availability shall request and submit an updated Driver Availability Form to the HTS Manager. An updated form does not cancel an assignment already communicated to the driver. Drivers must notify the HTS Manager promptly of conflicts affecting an assigned trip and obtain direction; drivers must not independently cancel, trade, or reassign trips.
Schedule Review. Drivers must check the approved SCCSD scheduling/dispatch system when assignments are published or communicated during their working time and review their next scheduled workday’s assignments no later than the preceding business day. Drivers shall promptly bring apparent conflicts, missing information, or questions to dispatch at (530) 299-3114 or the HTS Manager using company email during business hours. 
Changes and Updates. Trip details can change. Drivers must review current assignments at the start of their paid shift and follow communicated dispatch updates. Drivers should not assume a prior version of the schedule remains final. Management is responsible for communicating material schedule changes through approved methods; drivers must acknowledge changes when requested while working.
Planned Discretionary Time Off. For days or hours marked available on the Driver Availability Form, drivers requesting discretionary unpaid time off shall email the HTS Manager as far in advance as reasonably possible, preferably before trips are finalized. Requests must identify the exact dates and, for partial days, the hours unavailable. Submission does not equal approval; the HTS Manager will provide written approval or denial. Drivers do not need to request time off for periods already marked unavailable on the current form.
Sick Leave and Other Protected Absences. Sick leave and other legally protected absences are administered under SCCSD’s Employee Handbook, Sick Leave Policy, and applicable law—not the discretionary unpaid time-off approval process. Notify the HTS Manager as soon as practicable using company email. An employee need not disclose a diagnosis through routine dispatch communications.
Immediate Scheduling Problems. If illness, emergency, transportation breakdown, or another unforeseen event prevents performance of an assigned trip, drivers must notify dispatch at (530) 299-3114 promptly, including after hours if the trip or passenger needs immediate attention. Do not wait for the next business day when prompt notice is necessary to safeguard a passenger or permit coverage.
These procedures supplement the Board adopted SCCSD Time Off Requests and Unpaid Personal Leave policies. Where applicable protected leave rights or law require a different procedure, those requirements control.

5. Confidentiality, Privacy, and Electronic Communications
SCCSD’s Employee Handbook requires protection of confidential information and restricts misuse of electronic communications. Transportation work may expose drivers to names, addresses, appointment locations, health plan information, mobility needs, and other sensitive details. Use the minimum information necessary to perform the trip.
5.1 Driver privacy rules
Keep manifests, tablets, phones, and printed trip sheets under your control; never leave readable passenger information exposed in an unattended vehicle.
Discuss trip details only with authorized dispatch staff, supervisors, the passenger/authorized representative, and other persons with a legitimate operational need.
Do not post passenger stories, photos, locations, routes, or “anonymous” medical details on social media.
Do not use personal cloud storage, personal email, or unapproved messaging apps for passenger information.
Before speaking on speakerphone or radio, consider who can hear. Use approved identifiers when possible.
Report a lost device, misdirected message, exposed manifest, or suspected privacy breach immediately.
	NO CASUAL PHOTOGRAPHY
Do not photograph or record passengers, medical information, facility screens, manifests, or incidents on a personal device unless a specific company procedure authorizes it. In a collision, use the approved documentation method and avoid unnecessary medical information.



6. Dispatch, Trip Assignment, and Manifest Control
6.1 Review each assignment before moving the vehicle
☐ Passenger name or approved identifier matches the assignment.
☐ Pickup and drop-off locations are clear and plausible.
☐ Appointment/pickup window and any return-trip instructions are understood.
☐ Service type and authorized level of assistance are known.
☐ Mobility device, wheelchair type, ramp/lift, escort/attendant, language, child-restraint, oxygen, or other operational notes are reviewed.
☐ The assigned vehicle appears suitable and has working required equipment.
☐ Any conflicts or missing information are escalated before pickup when possible.
Drivers must not request, arrange, trade, or switch assigned trips with another driver. Trip assignments and any reassignment of trips are controlled by the HTS Manager or authorized dispatch. If a driver cannot complete an assigned trip or believes a reassignment is needed, the driver must contact the HTS Manager or authorized dispatch and wait for direction.
Additional scheduling responsibilities: Drivers shall comply with Sections 1.4 and 4.3 regarding use of company email, dispatch at (530) 299-3114, routine business-hour questions, Driver Availability Forms, and advance review of published assignments.
6.2 Changes during the trip
Do not accept destination, passenger, stop, or service level changes from an unauthorized person. Contact dispatch for approval and documentation. Emergencies are handled as emergencies first.
6.3 Navigation and communication
Program navigation before driving or stop in a legal, safe location before manipulating a device.
Use hands-free functions only when lawful and safe.
Do not read or type messages while driving.
Advise dispatch promptly about delays, closures, unsafe access, no-shows, breakdowns, or changing passenger conditions.
6.4 Loss of Cellular or Data Service
SCCSD drivers may encounter areas where cellular or data service is unavailable or unreliable. Loss of service does not relieve the driver of the responsibility to complete required trip actions and documentation as accurately as possible.
If the MediRoutes Dispatch application or other approved communication system cannot connect:
· Do not attempt to manipulate the device while driving. 
· Continue the authorized trip only when the passenger, destination, and trip instructions are already clear and there is no unresolved safety or authorization issue. 
· Record required trip events and times as accurately as possible using the approved offline function, written notes, or other SCCSD approved method. 
· Complete any pending MediRoutes actions as soon as service is restored. 
· If a trip change, cancellation, destination change, no-show decision, service level question, or other matter requires dispatch approval, do not guess. Move to a safe location and attempt to contact dispatch or the HTS Manager by any available approved means. 
· If no communication method is available and the matter cannot safely or lawfully proceed without direction, pause the trip until contact can be made. 
· Report recurring device, cellular, or connectivity problems to the HTS Manager. 
Drivers shall not create false timestamps, signatures, trip events, or other records in an attempt to make delayed entries appear to have been entered in real time.
	DRIVER RULE:
If service is lost, document what actually happened and complete delayed dispatch actions as soon as connectivity returns. Never guess, falsify, or make an unauthorized trip change because the app is offline. Inform dispatch of what occurred.


7. Pre-Trip and Post-Trip Vehicle and Equipment Inspection
Drivers are responsible for completing required vehicle inspections through the MediRoutes Dispatch application. A pre-trip inspection must be completed before pulling out at the beginning of the shift and whenever a driver takes control of a different vehicle. A post-trip inspection must be completed at the end of the driver’s shift before the vehicle is returned or released for the next driver.
Drivers must answer inspection questions accurately based on the vehicle’s actual condition. A required inspection must not be skipped, falsified, or completed without physically checking the applicable vehicle or equipment. Any defect, damage, warning indicator, cleanliness concern, or other condition requiring attention must be reported through the inspection process and to the HTS Manager or authorized dispatch as required.
7.1 Pre-Trip Inspection
Before placing the vehicle in service, the driver must complete the pre-trip inspection and verify that the vehicle is reasonably safe, clean, and ready for operation.
The pre-trip inspection includes, as applicable:
· Tires and tread: Check that tires appear properly inflated, the TPMS warning light is not illuminated, and tread condition does not show obvious unsafe wear or damage. 
· Under the hood: Check engine oil and coolant levels and inspect for visible leaks, damaged wiring, or other apparent damage. 
· Exterior lighting: Verify operation of low beams, high beams, taillights, left and right turn signals, and the license plate light. 
· Overall vehicle condition: Confirm the vehicle was left in a reasonably clean condition and identify any notable wear, damage, or other condition needing attention. 
· Required documentation: Enter any requested comments or corrective action information in MediRoutes. 
A condition identified by MediRoutes as a failed inspection item must be reported promptly. The driver shall not place a vehicle in service when a defect may affect safe operation until the HTS Manager, authorized dispatch, or other designated District representative has addressed the condition or authorized the vehicle for service.
7.2 Post-Trip Inspection
At the end of the shift, the driver must complete the MediRoutes post-trip inspection and leave the vehicle clean, fueled, secured, and reasonably ready for the next driver.
The post-trip inspection includes:
· Confirming the fuel tank is topped off or at least three-quarters full; 
· Removing trash and other debris from the vehicle; 
· Wiping down occupied surfaces; 
· Checking that the windshield is clean; 
· Ensuring assigned electronics are charged and properly stored; and 
· Reporting any mechanical, equipment, cleanliness, damage, or other issue requiring attention. 
Any condition requiring repair, maintenance, cleaning beyond the driver’s normal duties, or other follow-up must be documented in MediRoutes and reported to the HTS Manager or authorized dispatch.
7.3 Vehicle Out of Service Procedure 
If a driver identifies a condition that they believe may make the vehicle unsafe to operate or unsuitable for passenger transport, the driver shall not make an independent final determination to place the vehicle out of service.
The driver shall:
· Stop using the vehicle if continued operation may be unsafe; 
· Contact the HTS Manager or authorized supervisor as soon as possible; 
· Describe the condition or defect identified; 
· Follow the supervisor’s direction regarding whether the vehicle is to be removed from service, inspected, repaired, or reassigned; and 
· Document the issue through the required SCCSD inspection or reporting process. 
A vehicle identified as out of service by SCCSD management shall not be returned to passenger service until it has been cleared.
	OUT-OF-SERVICE RULE	
Do not carry a passenger when a safety-critical defect makes the vehicle, lift/ramp, restraint system, or other required equipment unsafe. Notify dispatch and follow the out-of-service process.


7.4 Ensure the following during any trip check
☐ No obvious fluid leaks, new damage, or unsafe body condition.
☐ Tires appear properly inflated with adequate tread and no visible cord, bulge, severe cut, or obvious damage.
☐ Headlights, brake lights, turn signals, hazard lights, and required markers function.
☐ Windshield and mirrors are clean and adjusted; wipers and washer fluid are functional. All SCCSD transportation vehicles are equipped with cameras, and the camera views are unobstructed.
VEHICLE CAMERA RULE: Vehicle cameras are required safety and operational equipment. Drivers must not cover, block, obscure, disable, disconnect, reposition, tamper with, or otherwise interfere with any vehicle camera for any reason. Do not place clothing, papers, sunshades, personal items, or other objects where they obstruct a camera view. Report any camera malfunction, damage, obstruction, or loss of recording capability to the HTS Manager or authorized dispatch promptly.
☐ Brakes, steering, horn, parking brake, and dashboard warnings are checked as applicable.
☐ License plates/registration and required permits are present and current as applicable.
☐ Seat belts are accessible, undamaged, and functional.
☐ Interior is reasonably clean, dry, free of trip hazards.
☐ Loose equipment, bags, and supplies are secured so they cannot become projectiles.
☐ Required first-aid kit, fire extinguisher, reflective devices, PPE, and other company required supplies are present and within inspection dates.
☐ Climate control is functioning sufficiently for expected conditions.
☐ Ramp or lift completes the manufacturer required operational check.
☐ Interlocks, barriers/roll stops, handrails, warning devices, and controls function as trained.
☐ WTORS components are present in required quantity and are not frayed, cut, contaminated, jammed, or visibly damaged.
☐ Floor tracks and anchor points are clear of debris and damage.
☐ Occupant lap/shoulder belts are present, retract properly, and are not being substituted with wheelchair positioning belts.
☐ Wheelchairs/walkers/gurneys or other equipment are secured when not in use.

8. Safe Driving Standards
Obey traffic laws and drive more conservatively than the minimum legal standard when passenger vulnerability, weather, road condition, visibility, wildfire smoke, snow/ice, wildlife, or route geometry requires it.
Use smooth acceleration, braking, and turning. Abrupt movement can injure passengers even without a collision.
Maintain adequate following distance and increase it for larger vehicles, wet/icy roads, darkness, or passengers using mobility devices.
Avoid backing whenever practical. When backing is necessary, perform a walk around when conditions warrant and use a trained spotter when available.
Secure the vehicle against roll away before loading/unloading: select park or appropriate gear, set parking brake, and follow lift/ramp manufacturer procedures.
Never exceed occupancy, seating, or securement capacity.
8.1 Distracted driving
	ZERO TYPING WHILE MOVING
Do not type, scroll, read messages, enter destinations, photograph, or handle paperwork while the vehicle is moving. Stop safely first.



8.2 Passenger interference
If a passenger’s behavior creates an immediate driving hazard, do not argue while moving. Reduce speed, move to a legal safe location when possible, secure the vehicle, contact dispatch, and call 911 if there is a threat or emergency.
9. Passenger Pickup, Identity, and No-Show Procedures
9.1 Arrival and pickup
☐ Park in a legal, safe location that minimizes passenger exposure to traffic and avoids blocking emergency access.
☐ Use required arrival notification and procedure.
☐ Confirm identity using the approved method. Do not announce sensitive appointment details in a crowded area.
☐ Confirm destination and authorized assistance needs before departure.
☐ Observe for obvious mismatch between passenger needs and assigned vehicle/service; contact dispatch before unsafe boarding.
☐ Ensure all passengers are seated and restrained, mobility devices are secured, doors are closed, and equipment is stowed before moving.
9.2  No-show
· Arrive within the required window and record actual arrival using the dispatch application.
· Attempt required contacts using approved methods. Protect privacy in voicemail and messages.
· Wait the contract/company-required period; do not invent a wait time.
· Contact dispatch before leaving when required.
· Document facts: arrival time, contact attempts, observed access barriers, dispatch instructions, and departure time.
· Never mark a passenger transported, obtain a false signature, or create a “completed” trip when no transport occurred.
10. Passenger Assistance and Fall Prevention
Assistance must be matched to training, authorization, passenger preference, and actual conditions. A driver should not assume that a person needs help because of age or disability, and should not assume that a person is safe merely because they usually walk independently.
10.1 General assistance sequence
Ask: “How may I assist you?” and listen to the passenger’s preferred safe method.
Explain the next step before touching the person or mobility device.
Position the vehicle to reduce gaps, slopes, ice, gravel, traffic exposure, and other hazards.
Use approved handholds and body mechanics. Do not pull on arms, clothing, canes, or unsecured wheelchair parts.
Move at the passenger’s pace and maintain attention until the passenger is safely seated or handed off under the authorized service level.
Report and document any fall, near-fall, injury, or unexpected change in ability.
	DO NOT “CATCH” UNSAFELY
A sudden attempt to catch a falling adult can injure both people. Use your training, protect the head from obvious hazards when possible, call for emergency help when indicated, and do not lift a fallen passenger unless an approved procedure and your training clearly allow it.



10.2 Stairs and residence entry
Do not attempt stairs with a wheelchair, carry a passenger, or use improvised techniques. Follow the authorized assistance level and company equipment/training. Unsafe stairs, clutter, animals, ice, smoke, violence, or other hazards must be reported to dispatch.
11. Wheelchair, Gurney/Litter, Mobility Device, Ramp, Lift and Securement Safety
	MANUFACTURER INSTRUCTIONS CONTROL
The exact lift, ramp, and WTORS procedures depend on the equipment installed in the vehicle. Drivers must complete hands-on competency and follow current manufacturer instructions. 



11.1 Before boarding a wheelchair user
Wheelchair boarding readiness
☐ Confirm the vehicle and designated securement position can safely accommodate the device without blocking exits or exceeding equipment limits.
☐ Ask the passenger about device controls, brakes, removable parts, and preferred assistance.
☐ Remove or secure loose bags and accessories that could fall or interfere with securement, with passenger permission.
☐ Inspect the path, ramp/lift surface, platform, and vehicle interior for hazards.
☐ Follow manufacturer guidance for power devices and lift platform positioning; use a trained attendant/spotter when required.
11.2 Securement principles
Use only approved WTORS components and designated anchor points.
Secure the wheelchair frame at suitable structural points; do not attach tiedowns to removable footrests, armrests, wheels, or other non-structural parts.
Use the required number and configuration of tiedowns for the installed system; a common arrangement is four-point securement, but the installed system instructions control.
Keep tiedown straps free from twists and damaging contact; tension as instructed.
Use a separate occupant restraint system. A wheelchair lap belt or positioning belt is not a substitute for the vehicle occupant restraint.
Route lap and shoulder belts as the system manufacturer directs and avoid routing over hard armrests or other obstacles when a safer approved path is available.
Perform a final movement check before departure and recheck if the device shifts, hardware loosens, or conditions change.
11.3 Mobility scooters and unusual devices
Some scooters and non-standard devices present securement challenges. Do not improvise attachment points or use bungee cords. Contact dispatch or a supervisor when a device cannot be secured with the approved system.
11.4 Lift/ramp failure
· Keep the passenger away from the hazard and do not continue cycling damaged equipment.
· Secure the vehicle and use the approved manual backup procedure only if trained and the manufacturer permits it.
· Contact dispatch for replacement transportation or trained assistance.
· Never manually carry a passenger in a wheelchair up/down vehicle steps as a workaround.
· Tag/report the defect under company out-of-service procedures.
11.5 Gurney/Litter Transport
Gurney or litter transport may only be performed by SCCSD drivers who have completed SCCSD approved hands-on training and have demonstrated competency with the specific vehicle, gurney/litter system, loading equipment, and securement equipment being used.
Drivers shall not perform gurney/litter transport independently unless the trip has been assigned or authorized at the appropriate service level and the driver is trained and authorized to perform the required tasks.
Before Transport
Before beginning a gurney/litter trip, the driver shall:
· Review the trip assignment and dispatch instructions, including any special transportation or assistance requirements; 
· Confirm that the assigned vehicle and gurney/litter system are appropriate for the trip; 
· Complete any required inspection of the gurney/litter, restraint system, loading equipment, vehicle mounting system, and related equipment; 
· Confirm that straps, buckles, locking mechanisms, handles, wheels, and other visible components appear present and serviceable; 
· Confirm that the loading area, aisle, and vehicle interior are clear of hazards; 
· Ensure that any oxygen, mobility equipment, bags, or other equipment can be safely secured; and 
· Contact the HTS Manager or authorized dispatch before transport if any required equipment is missing, damaged, malfunctioning, or cannot be safely used. 
Loading and Unloading
Drivers shall follow SCCSD hands-on training and the manufacturer’s instructions for loading and unloading the gurney or litter.
Drivers shall:
· Position and secure the vehicle before loading or unloading; 
· Use the approved vehicle loading system, ramp, lift, or other equipment only as trained; 
· Maintain control of the gurney/litter during loading and unloading; 
· Use a second trained person or attendant;
· Keep the passenger properly restrained during loading and unloading as required by the equipment manufacturer; 
· Avoid abrupt movements, excessive slopes, unstable surfaces, traffic exposure, or other conditions that create an unnecessary fall or tip hazard; and 
· Stop and contact the HTS Manager or authorized dispatch if loading or unloading cannot be completed safely. 
Drivers shall not manually carry a passenger on a gurney/litter, attempt unsafe stairs, or use an improvised loading method.
Gurney/Litter Securement
Before the vehicle moves, the driver must confirm that the gurney/litter is properly positioned and fully secured using the vehicle’s approved mounting and securement system.
The driver shall:
· Use only approved securement points, mounts, locks, straps, and hardware; 
· Confirm the gurney/litter is fully engaged and locked into the vehicle securement system; 
· Use all passenger restraint straps required by the gurney/litter manufacturer; 
· Ensure straps are properly positioned and are not twisted, damaged, or routed in a way that may cause injury; 
· Secure oxygen cylinders, medical equipment, bags, and other items separately so they cannot slide, fall, or become projectiles; 
· Keep aisles, doors, emergency exits, and access to required equipment clear; and 
· Perform a final visual and movement check before departure. 
If the gurney/litter does not lock or secure properly, the vehicle shall not move with the passenger aboard. Contact the HTS Manager or authorized dispatch for direction.
During Transport
During transport, the driver shall:
· Operate the vehicle smoothly and avoid sudden acceleration, braking, and turns whenever possible; 
· Monitor for unusual movement, noise, or equipment shifting; 
· Stop in a safe location and recheck securement if the gurney/litter or related equipment appears to have shifted or loosened; and 
· Never allow a passenger to remain on an unsecured gurney/litter while the vehicle is moving. 
· Ensure one health transport driver is seated in the back with the Member at all times.
Drivers shall not release or alter gurney/litter securement while the vehicle is in motion.
Passenger Assistance and Transfers
Drivers shall provide only the level of assistance for which they have been trained and authorized.
Drivers shall not:
· Lift or carry a passenger manually; 
· Load/unload a passenger without two individuals present and assisting;
· Perform an untrained transfer between a bed, wheelchair, gurney, or other surface; 
· Use makeshift lifting or transfer techniques; or 
· Attempt stairs or other obstacles with a gurney/litter unless specifically authorized, equipped, and trained to do so. 
If the passenger cannot be safely transferred, loaded, unloaded, or transported within the driver’s training and available equipment, stop and contact the HTS Manager or authorized dispatch.
Equipment Failure or Unsafe Condition
If the gurney/litter, loading equipment, restraint system, or vehicle mounting system fails or appears unsafe:
· Stop use of the affected equipment; 
· Keep the passenger in the safest available position; 
· Do not improvise or bypass a safety mechanism; 
· Contact the HTS Manager or authorized dispatch; and 
· Follow the SCCSD out-of-service and incident reporting procedures as applicable.
12. Service Animals, Disability Etiquette, and Communication
Drivers must provide respectful service to passengers with disabilities and follow applicable service animal requirements. Under federal ADA guidance for covered settings, service animals generally are not required to wear a vest or carry certification. 
12.1 Service-animal conduct
Do not pet, feed, distract, or separate a working service animal from its handler without permission.
Do not charge a pet fee merely because an animal is a service animal.
Do not demand certification, a special ID card, or a specific vest when the law does not require it.
Keep the animal and handler together when safely possible and avoid placing the animal where it interferes with vehicle controls, aisles, or required securement.
Escalate actual safety concerns based on behavior and applicable policy, not stereotypes or fear.
12.2 Communication
	Situation
	Driver practice

	Hearing disability
	Face the passenger, reduce background noise when possible, use writing/text through approved methods, and do not pretend to understand.

	Blindness/low vision
	Identify yourself, describe vehicle/step/ramp hazards, offer an elbow rather than grabbing, and orient the passenger to the seat and belt.

	Speech disability
	Be patient, allow time, ask one question at a time, and confirm understanding without finishing sentences unnecessarily.

	Cognitive disability/dementia
	Use simple calm directions, avoid confrontation, confirm authorized responsible party instructions, and escalate wandering or safety concerns.

	Limited English proficiency
	Use approved language assistance resources; do not rely on children to interpret sensitive information except in a true emergency when no safer option exists.



13. Children, Escorts, Attendants, and Special Circumstances
13.1 Children and restraints
SCCSD will transport children only when the child can be safely and legally restrained in accordance with California law, the vehicle manufacturer’s requirements, and the child restraint manufacturer’s instructions.
The parent, guardian, or responsible accompanying adult is responsible for furnishing an appropriate child passenger restraint system, including a car seat or booster seat, when one is required for the child. SCCSD does not routinely provide child passenger restraint systems.
For purposes of this policy:
· Children under 8 years of age must generally be secured in an appropriate child passenger restraint system in the rear seat of the vehicle. 
· A child who is 8 years of age or older, or who is at least 4 feet 9 inches tall, may use the vehicle’s seat belt when it fits properly. 
· A child under 2 years of age must generally ride in a rear-facing child restraint unless the child weighs 40 pounds or more or is 40 inches tall or taller. 
· The child restraint must be appropriate for the child’s age, height, and weight and used in accordance with the restraint manufacturer’s instructions and applicable law. 
Parent/Guardian Responsibility
The parent, guardian, or responsible accompanying adult must:
· Provide the required car seat or booster seat at the time of pickup; 
· Confirm that the restraint is appropriate for the child’s age, height, and weight; 
· Provide the restraint in usable condition with all required components; and 
· Provide any necessary information or manufacturer instructions needed for proper use. 
Drivers shall not select a restraint type or determine that a child has “outgrown” a restraint contrary to applicable law or manufacturer instructions.
Installation and Securement
The child restraint must be installed and the child secured in accordance with the restraint manufacturer’s instructions and the vehicle manufacturer’s instructions.
The parent, guardian, or responsible accompanying adult should install and secure the child restraint whenever that person is present and able to do so. A driver may assist only to the extent authorized by SCCSD procedure and within the driver’s training.
Before moving the vehicle, the driver must reasonably verify that:
· A required restraint is present; 
· The restraint appears appropriate for the child; 
· The restraint is positioned in an authorized seating location; 
· The restraint appears securely installed; 
· The child is properly secured in the restraint; and 
· The installation does not present an obvious safety concern. 
The driver is not expected to act as a certified Child Passenger Safety Technician unless separately trained and designated by SCCSD.
Required Restraint Not Available or Cannot Be Safely Used
Do not begin the trip when a child legally requires a car seat or booster seat and:
· The parent or guardian did not provide one; 
· The restraint provided is visibly damaged, incomplete, or otherwise obviously unsafe; 
· The restraint cannot be properly installed in the assigned vehicle; 
· The restraint is clearly inappropriate for the child under applicable requirements; or 
· The child or responsible adult refuses required restraint use. 
The driver shall place the vehicle in a safe condition and contact the HTS Manager or authorized dispatch for direction. The driver shall document the reason the trip could not proceed in accordance with SCCSD trip documentation procedures.
A driver shall not transport a child unrestrained, substitute an adult seat belt when a child restraint is legally required, or improvise with pillows, blankets, positioning devices, or other unapproved equipment.
During Transport
The child must remain properly restrained whenever the vehicle is in motion.
Drivers shall not remove, loosen, reposition, or modify a child restraint during transportation except when necessary to address an immediate safety issue and consistent with their training.
If a restraint becomes loose, damaged, or otherwise unsafe during the trip, the driver shall stop in a safe location as soon as reasonably possible and contact dispatch or the HTS Manager before continuing.
Front-Seat Placement
Children who are required to ride in the rear seat under California law shall not be placed in the front seat except when a specific legal exception applies.
A rear-facing child restraint shall never be placed in front of an active passenger airbag. 
	DRIVER RULE
If a child needs a car seat or booster seat and the proper restraint is not available or cannot be safely installed, do not transport the child. Contact the HTS Manager or authorized dispatch. Never improvise a child restraint.



13.2 Escorts and attendants
Transport only authorized escorts/attendants unless an emergency exception or dispatch approval applies.
Ensure every occupant has an approved seating position and restraint.
Do not treat an escort as automatically authorized to receive all passenger information.
Clarify responsibility for personal belongings and non-driver medical support before departure when relevant.
13.3 Oxygen and medical equipment
SCCSD drivers may transport and assist with oxygen only when the service has been authorized through the applicable trip assignment or by Partnership HealthPlan of California through SCCSD dispatch.
Oxygen administration by SCCSD drivers is limited in scope. A driver must complete SCCSD approved hands-on oxygen training and demonstrate competency before providing any oxygen related assistance independently. Drivers shall not administer oxygen, adjust oxygen equipment, or perform any oxygen related task for which they have not been specifically trained and authorized.
Before beginning a trip involving oxygen, the driver shall review the trip assignment and any dispatch instructions to confirm the authorized oxygen related service. If the instructions are unclear, incomplete, or inconsistent with the driver’s training, the driver shall contact the HTS Manager or authorized dispatch before proceeding.
Driver Responsibilities
When oxygen is authorized, the driver shall:
· Follow the trip assignment, dispatch instructions, SCCSD training, and equipment manufacturer instructions; 
· Provide only the level of assistance for which the driver has been trained and authorized; 
· Confirm that the oxygen equipment is present, appears serviceable, and can be safely transported; 
· Ensure cylinders and equipment are properly secured before the vehicle moves; 
· Keep oxygen equipment positioned so that it does not obstruct aisles, doors, emergency exits, wheelchair securement equipment, seat belts, or driver controls; and 
· Notify dispatch or the HTS Manager immediately if an oxygen related safety concern develops. 
Drivers shall not independently change the prescribed flow rate, delivery method, or equipment settings unless the specific action is included in SCCSD training and expressly authorized through the trip assignment or dispatch.
Safe Securement of Oxygen Equipment
Oxygen cylinders and related equipment must be secured so they cannot roll, fall, tip, slide, or become a projectile during normal driving, sudden stops, or emergency maneuvers.
Drivers shall:
· Use only SCCSD approved brackets, holders, straps, bags, racks, or other securement devices designed for the equipment being transported; 
· Secure cylinders to a stable part of the vehicle or in an approved storage location; 
· Keep cylinders upright when required by the equipment manufacturer; 
· Ensure straps and restraints are tight enough to prevent movement without damaging the cylinder or equipment; 
· Never place an unsecured cylinder on a seat, floor, wheelchair, or passenger’s lap; 
· Never secure oxygen equipment to wheelchair footrests, armrests, wheels, or other components not designed to support it; 
· Keep oxygen equipment away from heat, open flame, smoking or vaping, sparks, and other ignition sources; 
· Protect regulators, valves, tubing, and connections from impact or damage; 
· Route tubing so it does not create a trip hazard, become pinched in doors or equipment, or interfere with wheelchair tiedowns or occupant restraints; and 
· Recheck securement whenever the equipment or passenger has been moved. 
If the oxygen equipment cannot be safely secured, do not begin or continue transport. Contact the HTS Manager or authorized dispatch for direction.
Passenger Owned Medical Equipment
Passengers may travel with authorized medical equipment necessary for the trip. Drivers may assist with loading, positioning, and securement only within their training and authorization.
Drivers shall not operate, adjust, troubleshoot, or alter passenger owned medical equipment unless specifically trained and authorized to do so.
If equipment appears damaged, leaking, unsecured, or otherwise unsafe, place the vehicle in a safe condition and contact the HTS Manager or authorized dispatch.
Emergency Situations
NMT and NEMT transportation is not emergency medical transportation.
If a passenger’s condition appears to become an emergency, or if the passenger or responsible person believes emergency medical assistance is needed, the driver shall call 911 immediately, then notify SCCSD dispatch as soon as safely possible.
Drivers shall not delay emergency care while attempting to correct oxygen equipment, obtain further authorization, or preserve the scheduled trip.

14. Infection Prevention and Vehicle Cleanliness
Perform hand hygiene at appropriate times and after glove removal.
Use gloves and other PPE when exposure to blood or body fluids is reasonably anticipated, according to training.
Clean high-touch surfaces after each trip and after contamination using company approved products.
Do not mix chemicals or use unapproved products that may damage securement belts, vehicle surfaces, or respiratory safety.
Place sharps only in approved sharps containers; never recap or pick up a loose needle with bare hands.
Report occupational exposures immediately and follow the post-exposure process.
14.1 After-Trip Vehicle Cleaning Responsibility
The assigned driver is responsible for checking and cleaning the passenger area after every completed trip, including trips in which a Member eats or drinks.
Remove food wrappers, crumbs, trash, and other debris and clean routine spills promptly with SCCSD-approved cleaning supplies and procedures.
Leave the vehicle reasonably clean, sanitary, and ready for the next Member. Do not refuse a Member permission to eat or drink merely to avoid cleanup.
Report significant spills, bodily-fluid contamination, damage, pest concerns, or conditions requiring specialized cleaning to the HTS Manager or authorized dispatch. Follow the body-fluid procedure below when applicable.
14.2 Body-fluid spill
· Stop service in the affected area and protect people from exposure.
· Put on appropriate PPE.
· Contain and clean using the approved procedure and disinfectant.
· Dispose of contaminated waste according to company procedure.
· Perform hand hygiene and report exposure or significant contamination.
· Document and arrange further decontamination/out-of-service status when required.
15. Medical Changes, Emergencies, and 911 Activation
	EMERGENCY FIRST
NMT/NEMT scheduling, authorization, and on-time performance never justify delaying 911 when an emergency is present or reasonably suspected.



15.1 Examples of red flags
Unresponsiveness, new severe confusion, or inability to awaken normally.
Severe trouble breathing, blue/gray lips, or rapidly worsening respiratory distress.
New chest pressure/pain with concerning symptoms.
Suspected stroke signs such as new facial droop, arm weakness, or speech difficulty.
Uncontrolled major bleeding, severe trauma, or a fall with serious injury concern.
Prolonged/repeated seizure, first-known seizure, seizure with injury, or failure to recover normally.
Severe allergic reaction signs, major burns, poisoning, or other life-threatening condition.
Any situation where the driver reasonably believes immediate emergency evaluation is needed.
15.2 Emergency response sequence
· Bring the vehicle to a safe stop and secure it. Do not create a second hazard.
· Call 911. Give exact location, vehicle description, passenger condition, and access instructions.
· Provide first aid/CPR/AED care within current training and company procedure. Follow 911 dispatcher instructions.
· Do not give food, drink, medication, or change medical equipment settings unless specifically authorized, trained, and appropriate.
· Notify SCCSD dispatch/supervision after emergency activation when doing so will not delay care.
· Protect privacy from bystanders and other passengers as reasonably possible.
· Complete incident documentation promptly and preserve relevant records.
15.3 Passenger refuses 911
A competent adult may sometimes refuse recommended emergency help, but the driver must not make legal capacity determinations beyond training. Explain your concern calmly, contact 911 when an emergency is reasonably suspected, follow emergency dispatcher instructions, and notify supervision. Document objective facts and statements accurately.
16. Breakdowns, Collisions, Incidents, and Post-Event Duties
16.1 Vehicle breakdown
· Move to the safest available location when the vehicle can be moved safely; activate hazard warnings and follow roadside safety procedure.
· Account for every passenger. Consider temperature, traffic, disability, medical needs, and unsafe roadside exposure.
· Contact dispatch immediately and provide exact location and condition of the vehicle/passengers.
· Call 911 when roadside conditions, fire, smoke, medical deterioration, or another hazard requires emergency help.
· Do not unload passengers into an unsafe area merely to meet a schedule.
· Arrange replacement accessible transportation through dispatch and document the event.
16.2 Collision
Immediate collision actions
☐ Stop immediately and secure the scene as safely as possible.
☐ Call 911 when required by law or when injury, significant damage, road hazard, or uncertainty warrants emergency response.
☐ Check passengers without exceeding training; request EMS for injury concerns.
☐ Notify dispatch/supervision promptly.
☐ Do not admit fault, argue, threaten, or discuss unnecessary passenger information with bystanders.
☐ Exchange/report information as required. Use approved incident documentation methods.
☐ Take photos or videos of damage for insurance purposes as necessary and if safe to do so.
☐ Do not continue passenger transport in a damaged vehicle unless specifically cleared under company procedure.
16.3 Reportable incidents
Passenger fall or near-fall with injury concern.
Wheelchair or mobility device shift, securement failure, lift/ramp malfunction, or occupant restraint issue.
Passenger elopement/wandering, missing passenger, or unsafe drop-off concern.
Assault, threat, harassment, weapon concern, or law-enforcement involvement.
Privacy/confidentiality breach.
Medication/medical equipment incident observed during transport.
Complaint alleging unsafe, discriminatory, abusive, or fraudulent conduct.
Any event required by payer, broker, licensing body, insurer, or SCCSD policy.
17. Facility Handoffs, Waiting, and Trip Completion
Drop off only at the authorized destination unless dispatch approves a change or an emergency requires otherwise.
Follow the authorized assistance level—curb-to-curb, door-to-door, door-through-door, or another defined service—without inventing a different level.
Do not leave a passenger in an obviously unsafe situation, such as locked facility, dangerous weather exposure, active confusion/wandering, or inability to access the destination, without contacting dispatch and following escalation procedures.
Do not leave the vehicle illegally parked or passengers unattended in ways prohibited by company policy.
For return trips, explain the approved call back/will-call process and do not promise a pickup time you cannot authorize.
17.1 Facility delays
Follow the contract and dispatch process for waiting time. Record actual arrival, contact attempts, facility communications, and dispatch instructions. Never alter times to improve on-time performance or billing.
18. Trip Documentation, Timekeeping, and Program Integrity
SCCSD’s Employee Handbook treats timekeeping records as official business records that must be accurate and not falsified. The same principle applies to trip records, mileage, signatures, GPS events, no-show records, incident forms, and billing supporting documentation.
18.1 Accurate trip records
Record actual events and actual times using the approved system.
Never create a pickup, drop-off, mileage, wait time, signature, or passenger presence that did not occur.
Never share logins, sign for a passenger without a documented authorized process, or ask another driver to complete your trip record falsely.
Correct errors transparently by contacting dispatch for assistance; do not overwrite history to hide a mistake.
Protect records from unauthorized access and retain them according to company requirements.
	FRAUD RED FLAGS
Ghost trips, inflated mileage, false timestamps, duplicate billing, falsified signatures, transporting a different passenger under another person’s trip, and billing services not actually provided can create serious employment, contractual, civil, or criminal consequences.



18.2 Timekeeping
Report all hours worked accurately in the SCCSD approved timekeeping system. Do not work off the clock. Obtain overtime authorization as required by the Employee Handbook, while recognizing that employees must still report all time actually worked.
19. Prohibited Conduct and Corrective Action
The SCCSD Employee Handbook contains broader standards of conduct and discipline. The following transportation specific conduct is prohibited and may result in discipline up to and including termination, subject to law and SCCSD policy.
Driving while impaired, dangerously fatigued, unlicensed, or knowingly disqualified.
Texting, typing, scrolling, or other prohibited device use while driving.
Falsifying trip, time, safety, inspection, training, mileage, signature, or incident records.
Leaving a vulnerable passenger in an unsafe location or abandoning a trip without authorized resolution.
Using unapproved wheelchair securement methods or knowingly transporting with unsafe required equipment.
Harassing, discriminating against, threatening, exploiting, stealing from, or abusing a passenger.
Accepting unauthorized cash arrangements, side trips, or off-book transportation.
Disclosing confidential passenger information or posting passenger/trip content online.
Retaliating against a passenger or employee who reports a concern.
Failing to report a collision, injury, fall, equipment failure, or other required incident.
Covering, blocking, disabling, disconnecting, repositioning, tampering with, or otherwise interfering with an SCCSD vehicle camera.
Requesting, arranging, trading, or switching assigned trips with another driver without authorization from the HTS Manager or authorized dispatch.
Reporting for or performing assigned NMT/NEMT transportation duties without the required SCCSD shirt and visible SCCSD issued identification badge, unless specifically authorized by the HTS Manager because of an exceptional circumstance.
Denying Member’s the ability to eat or drink inside the vehicle unless a true hazardous condition exists preventing such action.
19.1 Stop-work authority
Drivers are expected to pause or refuse an action they reasonably believe would create an imminent safety hazard or require conduct outside training/authorization. Notify dispatch or supervision immediately and cooperate in arranging a safe alternative.
20. Training, Competency, and Driver Acknowledgment
20.1 Minimum training matrix
	Topic
	Company requirement / renewal

	Orientation to SCCSD Employee Handbook and Driver Handbook
	Upon Hire / Before independent duty / annual review

	Defensive driving and distracted-driving prevention
	Upon Hire

	Passenger assistance and disability etiquette
	Upon Hire

	Wheelchair lift/ramp hands-on competency
	Before independent use; equipment-specific

	WTORS hands-on competency
	Before wheelchair transport; equipment-specific

	First aid / CPR / AED
	Upon Hire & Upon Renewal (typically every 2 years)

	Emergency, collision, and incident reporting
	Upon Hire

	Privacy/confidentiality and electronic communications
	Upon Hire

	Child passenger safety, oxygen, bariatric, litter, or other specialty services
	Before assignment, when applicable



20.2 Competency principle
Watching a video or signing an attendance sheet does not by itself establish hands-on competency for lifts, ramps, wheelchair securement, transfers, or other equipment-dependent tasks. Supervisors should document observed performance using the actual equipment used in service.


Appendix A. Quick-Reference Emergency Cards
	CARD A1 - MEDICAL EMERGENCY
1) Stop and secure vehicle. 2) Call 911. 3) Give exact location and condition. 4) Provide care within training. 5) Notify dispatch after emergency activation. 6) Document facts.



	CARD A2 - COLLISION
1) Stop. 2) Protect scene. 3) Call 911 when required or injury is possible. 4) Check passengers within training. 5) Notify dispatch. 6) Do not admit fault. 7) Use approved documentation. 8) Do not continue in unsafe vehicle.



	CARD A3 - PASSENGER FALL
1) Do not automatically lift. 2) Protect from immediate hazards. 3) Call 911 for injury concern, head strike, severe pain, inability to rise safely, or other emergency signs. 4) Follow trained first-aid procedure. 5) Notify dispatch. 6) Document.



	CARD A4 - LIFT/RAMP FAILURE
1) Stop cycling damaged equipment. 2) Keep passenger safe. 3) Use manual backup only if trained and manufacturer approved. 4) Call dispatch. 5) Never carry passenger/wheelchair as workaround. 6) Report defect.



	CARD A5 - UNSAFE DROP-OFF
1) Do not abandon passenger. 2) Keep vehicle/passenger safe. 3) Attempt authorized contact. 4) Call dispatch/supervisor. 5) Call 911 if emergency or immediate danger. 6) Document facts.



	CARD A6 - THREAT OR VIOLENCE
1) Do not argue while driving. 2) Move to safer public location when possible. 3) Call 911 for threat, weapon, assault, or immediate danger. 4) Notify dispatch. 5) Preserve evidence and document.





Appendix B. Forms and Checklists
B1. Incident Report - Driver Initial Facts
Date/time of incident: ______________________________________________________________________
Exact location: ______________________________________________________________________
Driver: ______________________________________________________________________
Vehicle: ______________________________________________________________________
Passenger(s) / approved identifier(s): ______________________________________________________________________
Trip number(s): ______________________________________________________________________
Type of incident: ______________________________________________________________________
911 called? Time?: ______________________________________________________________________
Dispatch notified? Time?: ______________________________________________________________________
Supervisor notified? Time?: ______________________________________________________________________
Objective description of what happened: ______________________________________________________________________
Observed injuries/symptoms: ______________________________________________________________________
First aid or actions taken: ______________________________________________________________________
Witnesses/contact information: ______________________________________________________________________
Photos/evidence collected under approved procedure: ______________________________________________________________________
Vehicle/equipment condition: ______________________________________________________________________
Follow-up needed: ______________________________________________________________________
Use additional pages as needed. Record facts, direct quotes when important, and times. Do not speculate, diagnose, assign blame, or alter the record after the fact without the approved correction method.
B2. Wheelchair Securement Final Check
Complete before moving the vehicle
☐ Wheelchair is in designated position and oriented as required by system/vehicle instructions.
☐ Approved tiedowns are attached to suitable structural points and configured per installed WTORS instructions.
☐ No tiedown is attached to removable footrest, armrest, wheel, or other unsuitable part.
☐ Straps are not twisted, cut, frayed, or routed against damaging edges.
☐ Wheelchair movement check completed; securement is stable.
☐ Separate occupant lap/shoulder restraint applied and routed per manufacturer instructions.
☐ Passenger comfort and access to needed items considered without compromising safety.
☐ Loose equipment and belongings secured.
☐ Lift/ramp stowed and doors closed before movement.
Appendix C. Upon Hire and Annual Driver Training Record
NMT/NEMT Driver Training Record
This form documents required SCCSD driver orientation, refresher training, and applicable hands-on competency training. Training shall be completed upon hire and reviewed annually, with additional training provided when required by assignment, equipment, policy changes, corrective action, or management direction.
Specialized duties may require separate hands-on instruction and demonstrated competency before a driver may perform the duty independently. The SCCSD Driver Operations and Safety Handbook specifically recognizes equipment specific competency and specialty service training requirements. 
Employee Name: _______________________________________________
Training Date: ______________________
Training Type:
☐ Upon-Hire / Initial Training
☐ Annual Refresher Training
☐ Remedial / Corrective Training
☐ Equipment-Specific Training
☐ Other: __________________________________
Instructor(s): _________________________________________________
Training Location: _____________________________________________
D1. Training Topics Reviewed
☐ SCCSD Employee Handbook and Driver Operations & Safety Handbook
☐ Driver responsibilities, scope of practice, and chain of command
☐ Fitness for duty, attendance, and shift readiness
☐ Defensive driving and distracted-driving prevention
☐ Pre-trip and post-trip vehicle inspections
☐ Vehicle out-of-service procedure
☐ MediRoutes dispatch and trip action procedures
☐ GPS, navigation, communication, and loss-of-cell-service procedure
☐ Passenger pickup and identity verification
☐ No-show and cancellation procedures
☐ Passenger assistance and fall prevention
☐ Disability etiquette and service animals
☐ Wheelchair loading and unloading
☐ Wheelchair lift/ramp operation
☐ Wheelchair tiedown and occupant restraint system (WTORS)
☐ Gurney/litter loading and unloading guidelines
☐ Gurney/litter passenger restraint and vehicle securement
☐ Child passenger and car-seat procedures
☐ Oxygen administration procedures
☐ Oxygen equipment handling and safe securement
☐ Vehicle cleaning and body-fluid procedures
☐ Medical emergencies and 911 activation
☐ Collision, breakdown, and incident reporting
☐ Privacy, confidentiality, and electronic communications
☐ Trip documentation, signatures, GPS records, and timekeeping
☐ Fraud, Waste, and Abuse
☐ Partnership HealthPlan / payer-specific requirements
☐ Facility handoff and trip-completion procedures
☐ Other: ________________________________________________________
D2. Hands-On Training and Competency
When applicable to the employee’s assigned duties, the following skills shall be demonstrated using SCCSD vehicles and equipment or another SCCSD approved training method.
	Skill
	Trained / Reviewed
	Competency Demonstrated
	N/A

	Pre-trip/post-trip vehicle inspection
	☐
	☐
	☐

	Wheelchair lift/ramp operation
	☐
	☐
	☐

	Wheelchair loading/unloading
	☐
	☐
	☐

	Wheelchair WTORS securement
	☐
	☐
	☐

	Occupant lap/shoulder restraint
	☐
	☐
	☐

	Gurney/litter loading
	☐
	☐
	☐

	Gurney/litter unloading
	☐
	☐
	☐

	Gurney/litter vehicle securement
	☐
	☐
	☐

	Gurney/litter passenger restraint
	☐
	☐
	☐

	O₂ administration within SCCSD-authorized scope
	☐
	☐
	☐

	O₂ cylinder/equipment securement
	☐
	☐
	☐

	Emergency response scenario
	☐
	☐
	☐

	Other: __________________________
	☐
	☐
	☐


Evaluator/Instructor Initials: __________________________
D3. Oxygen Training Acknowledgment
Complete when the driver is trained or assigned to trips involving oxygen.
I understand that SCCSD oxygen administration is limited in scope and may only be performed after I have completed SCCSD required hands-on training and demonstrated competency.
I understand that oxygen assistance or administration must be authorized through the applicable Partnership HealthPlan trip assignment or SCCSD dispatch instructions. I will provide only the oxygen-related assistance for which I have been trained and authorized.
I will not independently change oxygen flow rates, delivery methods, equipment settings, or otherwise perform oxygen related tasks outside my SCCSD training and authorization.
I understand that oxygen cylinders and related equipment must be safely secured during transport in accordance with SCCSD procedures and applicable equipment instructions.
Driver Initials: __________
Instructor Initials: __________
Date: __________________
D4. Gurney/Litter Training Acknowledgment
Complete when the driver is trained or assigned to gurney/litter transportation.
I understand that I may not independently perform gurney/litter transportation until I have completed SCCSD required hands-on training and demonstrated competency with the applicable vehicle, loading system, gurney/litter equipment, passenger restraints, and securement system.
I will follow SCCSD procedures and manufacturer instructions for loading, unloading, passenger restraint, and vehicle securement.
I will not improvise, bypass a safety device, perform an untrained transfer, manually carry a passenger, or continue transport when the gurney/litter or its securement system cannot be safely operated.
Driver Initials: __________
Instructor Initials: __________
Date: __________________
D5. Employee Training Acknowledgment
I acknowledge that I participated in the SCCSD training identified on this form and received instruction on the topics marked above.
I understand that:
· I am responsible for following current SCCSD policies and procedures, applicable laws, trip authorizations, payer and contract requirements, dispatch instructions, and manufacturer instructions. 
· I must ask for guidance when I am unsure whether an action is safe, authorized, or within my training. 
· Specialized duties may require hands-on training and demonstrated competency before I may perform them independently. 
· I am responsible for notifying my supervisor when I do not understand a procedure or believe additional training is needed. 
· Completion of this training record does not authorize me to perform a task for which SCCSD requires additional certification, credentialing, or equipment specific competency. 
Employee Name – Print: _______________________________________
Employee Signature: __________________________________________
Date: ______________________
Instructor/Supervisor Name: ___________________________________
Instructor/Supervisor Signature: _______________________________
Date: ______________________
D6. Follow-Up or Corrective Training
Additional training required:
☐ No
☐ Yes
Topic(s) requiring additional training:


Required corrective action or coaching:


Follow-up due date: ______________________
Follow-up completed: ____________________
Evaluator: _________________________________________________
Evaluator Initials: ______________________
Final Result:
☐ Competency demonstrated
☐ Additional coaching required
☐ Employee not authorized for this task pending further training
☐ N/A


Appendix D. Source and Reference Notes
This handbook is an operational synthesis, not a legal opinion. The following sources informed its structure and should be rechecked when the handbook is reviewed or updated:
	Reference
	How used

	SCCSD Employee Handbook, adopted 05/20/2024 and updated 10/19/2026.
	Used to align organizational identity and employment policy themes including confidentiality, attendance, dress, safety, substance abuse, workplace property, electronic communications, social media, cell phones, timekeeping, and discipline.

	California Department of Health Care Services (DHCS), Transportation Services
	Current public overview distinguishing NMT and NEMT and explaining Medi-Cal transportation access and provider resources.

	DHCS APL 22-008 and related transportation guidance
	Managed care guidance on NEMT/NMT services.

	Centers for Medicare & Medicaid Services (CMS), Non-Emergency Medical Transportation resources
	Provider education on emergency vs. non-emergency transportation, service delivery, driver/vehicle acceptance criteria, and fraud prevention.

	U.S. Department of Justice, ADA.gov service-animal guidance
	Reference for service animal concepts.

	Vehicle, lift/ramp, and WTORS manufacturer manuals
	Controlling operational instructions for installed equipment and hands-on competency.

	SCCSD payer, broker, health plan, insurer, and facility contracts
	Controlling source for contract specific service levels, wait times, documentation, credentials, and incident reporting.

	SCCSD Health Transport Operations and Fleet Manager job description
	Defines the NEMT/Health Transport Manager’s supervision of Health Transport personnel, driver training and workflow, dispatch, safety oversight, timekeeping review, and fleet maintenance responsibilities.

	SCCSD District General Manager job description
	Defines District-wide executive oversight, policy administration, communication, management direction, and the reporting relationship above the Health Transport Operations and Fleet Manager.

	SCCSD Chief Financial Officer job description
	Internal District reference outlining the CFO's responsibilities for employee payroll processing, administration of authorized and required payroll deductions, retirement contributions and benefits, and coordination with the HTS Manager regarding payroll and timekeeping discrepancies.


Revision Log
	Version / Date
	Summary of change

	Draft 1.0 / October 2026
	Initial editable driver operations and safety handbook aligned to SCCSD Employee Handbook updated 10/19/2026, presented to the Board of Directors for approval on 10/16/2026.

	__________________
	________________________________________________________________________________

	__________________
	________________________________________________________________________________

	__________________
	________________________________________________________________________________





Driver Handbook Acknowledgment
I acknowledge that I received access to the Southern Cascades Community Services District NMT & NEMT Driver Operations and Safety Handbook. I understand that:
This handbook supplements, and does not replace, the SCCSD Employee Handbook.
I am responsible for following applicable law, company procedures, trip authorizations, contract requirements, and manufacturer instructions for equipment I use.
I must ask for guidance when I am unsure and must not improvise unsafe passenger-assistance, lift/ramp, securement, or emergency procedures.
I must report safety hazards, collisions, injuries, falls, equipment defects, privacy incidents, and other required events promptly.
I must complete required training and demonstrate competency before independently performing specialized tasks.
I understand that policies and procedures may be changed, and I am responsible for following current approved versions.

Employee name (print): ______________________________________________

Employee signature: _________________________________________________

Date: __________________________

Supervisor/witness: _________________________________________________

Date: __________________________
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