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Community Cars Driver Coronavirus Guidelines (Draft) 
 
Guidance 
 
Community Cars provides journeys for those unable to use public transport due to mobility or health issues.  
 
Our team of Volunteer drivers use their own cars to transport passengers to the hospital, GP and/or other 
health appointments as well as helping them to stay socially active.  
 
Community Cars serves residents across Watford and Three Rivers and provides a safe, reliable, and 
affordable service.  
 
An important element of the volunteering role is to ensure that you always adhere to social distancing 
guidelines. Our team can provide advice on this but please read the latest guidelines which you will find on 
our website https://www.mywellbeing.community/ or by visiting https://www.gov.uk/ 

 
Allocating referrals to volunteer drivers 
 
All of our Community Cars volunteers will be required to join our dedicated WhatsApp group: this is how we 
identify which drivers are available to complete a journey request. By offering each request to the whole 
group, we can quickly identify who is available to help and ensure that the request is fulfilled as quickly as 
possible. The process works as follows: 
 
1. We will receive a request for a journey and will ensure that we fully understand the person’s needs. 
2. When confirming bookings with the service user, we will ascertain whether they are well enough for the 

appointment and confirm that they do not have any Covid-19 symptoms. If they do, we will cancel the 
booking. 

3. The details of the request are then shared via our WhatsApp group so that all of our volunteers can see 
it. We share the first half of the postcode and brief description of the request so that you know what the 
request is and what area it is located in e.g. ‘Surgery visit – pick up WD17, surgery WD18, Appointment 
time 2pm’. 

4. You can then decide if you are willing and able to carry out the journey request. If you are available, 
then please reply to the WhatsApp message.   

5. Our team will review the responses we receive and then decide which volunteer will be asked to 
complete the request. The task is then allocated based on factors such as who responds soonest and 
who lives nearest to the person requesting the journey. 

6. We will confirm in the WhatsApp group when the journey has been allocated and those drivers know 
they do not need to respond.  

7. The request is allocated to the chosen volunteer via the Wellbeing App that we have asked you to 
download on your phone. This is where you will receive full details relating to the request. Full details 
are not shared via the WhatsApp group, in line with privacy and confidentiality guidelines.  

8. Please read the request and make sure that you understand it. If you have any queries, then please 
contact the team on 01923 216964 or alternatively privately contact one of the coordinators within the 
WhatsApp group. 

 
 
 
Collecting Passengers 
 
Sticking to the protocols detailed below acts as protection to both the passenger and the driver and reduces 
the risk of contracting Coronavirus. 
 

https://www.mywellbeing.community/
https://www.gov.uk/
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Key Points 
 

• Only drive if you are feeling fit and well and if household members are also showing no symptoms. 

• If you arrive to collect the passenger and they are showing signs of Coronavirus you should not 
transport them.  

• Please understand that the person you are helping may not have seen another person in several 
weeks.  Please be understanding of this and realise that they may want to engage in conversation 
with you.  

• You will only be asked to transport one passenger at a time. If the passenger requires a carer or 
assistant to attend then they will make their own arrangements to do so.   

• Passengers attending an appointment may request a stop for another purpose on the way back. 
Unless this is to collect a prescription, the request should be politely refused.  

• Wipe down surfaces and door handles before and after every collection using anti-bacterial wipes. 

• You must always provide the passenger with a face covering, if they do not already have one, and 
ask them to wear it at all times, unless they advise you there is a medical reason they cannot. 

• Unless you wear glasses, you must also wear a mask.  

• If the weather permits, car windows should be opened to allow for better air circulation. 

• Avoid using recirculated air systems or air conditioning whilst transporting a passenger. 

• Hand sanitiser, anti-bacterial wipes, disposable gloves and face masks will be provided by W3RT. 

• Please do not store or share any sensitive information regarding your passenger or the journey, 
even with your close family or friends. The people we are helping should be treated with respect 
and their support needs should remain confidential. 

 
Process 
 

• Please read any requests that you receive carefully so that you understand what you are being asked to 
do and always check the address information. 

• Always adhere to social distancing guidelines and stay 1m+ away from anyone else (where 2m is not 
possible). 

• When collecting the passenger, knock on the door and stand at a safe distance while you wait for the 
person to answer the door.   

• Please understand that a lot of the individuals we help are elderly people or may have health or mobility 
issues, which means they may be slow in getting to the door. Please allow a generous amount of time 
for them to get to the door.  

• Please check the name of the person just to double check that you have the right address. 

• When the person opens the door, please say hello and let them know that you are there to collect them 
for their appointment. If they ask who you are then please introduce yourself and let them know that you 
are a Community Cars driver for Watford & Three Rivers Trust (W3RT). W3RT is a registered charity 
working with the NHS and local GP surgeries.  

• If the person does not answer the door then please give them a call as they may be in their garden, or 
hard of hearing etc. If you still get no answer, then please wait a few minutes and try the door  
and call them on the phone again. If you still cannot establish contact, then please phone our team on 
01923 216962 or message our co-ordinator via the WhatsApp group so that we can investigate and 
provide you with advice. 

• Ask the passenger how they are feeling and do they, or anyone in the household, have any coronavirus 
symptoms. If they are displaying symptoms, politely advise you are unable to transport them. Contact 
the Wellbeing team on 01923 216962 and inform them. 

• The passenger may invite you in but do not enter their property for any reason.  

• Seat the passenger in the back seat, behind the front passenger seat, unless they are physically unable 
to do so or to facilitate this would incur additional risk.  
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• Should the passenger require assistance getting into the car, wear disposable gloves. If gloves are 
unavailable use hand sanitiser straight after.   

• Do not enter the health setting with the passenger but please remain outside for when they return. 

• Whilst the passenger is at their appointment, wait outside the car where possible or ensure windows are 
left open for air circulation.  

• If there are any parking charges, the passenger can pay these directly. Should you need to pay, keep a 
copy of the receipt to claim any costs back through expenses.  

• If the individual offers to pay you for your time, or offers you a gift, please thank them and politely 
decline. Accepting a payment/gift is a breach of the volunteer role. If we are advised that this might 
have happened, then we will need to investigate and appropriate action will be taken. 
 

 
People requiring Further Support 
 

• If you do have a conversation and they tell you that they have some further support needs then please 
explain that you will inform us, and that we will be in contact with them. Please make sure that you 
record it in the Volunteering App. Alternatively, they can call us direct on the community cars phone 
number 01923 216964. 

• If you think there is a medical or life-threatening emergency, always call 999.  

• Never agree to carry out additional tasks – all requests must go through our team for your own safety 
and security. 

• Please note that volunteers are not permitted to enter a person’s home under any circumstances. 

• Please note that occasionally you may find it hard to communicate with some individuals – they may 
have hearing issues or perhaps English is not their first language.  

• You can use the Referral Requested feature to request a referral for: an urgent food parcel, an urgent 
prescription delivery, a regular food delivery, a regular prescription delivery, a concern you have about a  
person’s physical or mental wellbeing, about poverty, about their living environment, or about 
safeguarding. When you save and close the record, W3RT staff will be able to see your notes and will 
follow up any referral requests.  

• If you are unsure about a what to do with a request that you have received, then please let our team 
know. They will be available to answer your queries Monday to Friday, 9am to 6pm and on weekends 
and bank holidays from 10am to 4pm. You can reach the team by email at volunteering@w3rt.org or by 
phone on 01923 216964 

 
 Things to consider  
 

• Be warm and welcoming - remember that your tone of voice and body language can express your 
feelings, even if you don’t mean to. 

• Value and respect what the individual has told you even if you do not agree. 

• Be genuinely interested in what they are saying and be sincere in the way you communicate with them. 

• Empathise – try and understand their feelings and what it is like for them to be experiencing this 
situation.  

• Often the individual may be very open with you about their health issues and other difficulties that they 
are experiencing, such as the loss of a loved one. It is ok to acknowledge and respond to this. You 
might say something like, ‘I’m sorry to hear that, how sad’ or ‘I’m sorry to hear that, that must be very 
difficult’. 

• If you have been upset by something that has happened or that someone has shared with you then 
please let us know so that we can support you. 

• Always allow enough time to complete the collection and drop off so that you are not rushed and that 
you can update your notes in the App. 

mailto:volunteering@w3rt.org
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• Please ensure that you adhere to speed restrictions and parking restrictions.  We regret that we cannot 
cover the cost of fines. 

 
Your welfare 
 
Please keep us updated if your circumstances change so that we can update our records. If you are unwell 
or your caring responsibilities mean that you need to take a break from volunteering, please let us know. 
When notifying us of changes such as this we will offer to provide you with a wellbeing call to make sure 
that you are ok and help identify any support that you might need – we are here to help.   


