
Community Cars Terms and Conditions 
 
1 Bookings 
1.1 Community Cars serves Watford and the surrounding area. Our aim is to help people 

who have difficulty using public transport including older people, the physically and 
learning disabled and those with mental health problems 

Demand for the service is high and we prioritise bookings for essential journeys such 
as hospital and GP appointment etc. However, we endeavour to meet every booking 
request. Within the parameters above, bookings are taken on a first come, first 
served basis. Our drivers are normally available for journeys during the day from 
Monday to Friday. Occasionally we are able to meet one-off requests for transport in 
the evenings and weekends.  

1.2 Please note that it is the responsibility of the person making the booking request to 
provide full and accurate journey details. To book any journey we require minimum 7 
working days in advance.  We will phone you to confirm your journey has been 
booked as soon as we have found a driver. Please note that your journey is not 
confirmed until we have called you to provide details of your drivers.  If we are unable 
to find a driver for your journey we will let you know at least 48 hours in advance so 
you can make alternative arrangements. 

 
1.3 We accept booking requests from individuals as well as referrals from GP’s, 

hospitals, Social workers, Carers, voluntary organisations and the Community Nurse 
team etc.  Where a booking is made on behalf of the passenger we require the name 
and contact details of the person making the booking.  It is the responsibility of the 
person making the booking to ensure that the passenger is fully updated and to 
cancel the journey if it is no longer required. Failure to cancel a journey may result in 
you being charged for the mileage that the driver has travelled and future booking 
requests being declined.  

 
 
2 Cancelations 
2.1 Please notify us if you wish to cancel your journey so that we can re-allocate your 

driver to another service user. We ask that you provide at least 24 hours notice so 
that we are able to contact our driver and update them. Failure to cancel a journey 
may result in you being charged for the mileage that the driver has travelled and 
future booking requests being declined.  

 
2.2 Community Cars is not a taxi service. If your allocated driver suddenly becomes 

unavailable due to illness etc we will always endeavor to find a replacement for you.  
If we are able to find a driver for you we will contact you to let you know details of the 
new driver. If we are unable to find another driver for you then we will give you as 
much notice as possible of the cancellation so that you can make alternative 
arrangements. 

 
2.3 If you have arranged a regular weekly or monthly journey with us please note that it 

may be necessary for us to cancel occasional bookings if your driver is not available 
due to holidays or illness etc and we are unable to find a replacement.  We will 
always notify you in advance so that you can make alternative arrangements. 

 
3 What happens if a car is late or doesn’t arrive 
3.1 Our drivers know the local area, plan routes in advance and always aim to be with 

you on time. In order to assist our drivers please ensure that the pick-up time you 



request is realistic. Always build in extra time to allow for possible heavy traffic and 
ensure that you still reach your appointment on time.  

 
3.2 If your driver is running late they will aim to contact the office providing as much 

notice as possible and we will update you. Please understand that if they are running 
late due to heavy traffic etc then it may not always be safe for them to call and let us 
know. If necessary we will aim to provide an alternative driver for you but if this is not 
possible then we will notify you so that you can make alternative arrangements.  

 
3.3 If your driver hasn’t arrived on time and you have not heard from us then please 

contact the office on 01923 216950 so that we can contact the driver and update you. 
If necessary we will try to arrange an alternative driver for you.  

 
3.4 In any instance where a service user has received booking confirmation and a driver 

fails to turn up without prior notice then Community Cars will investigate and will keep 
you updated – please refer to our complaints policy.  If in this instance you had to 
make alternative arrangements at very short notice then please retain any related 
receipts.     

 
4 Payment 

Invoices are issued at in the middle of each month. We ask that you ensure bills are 
paid promptly or this may result in future booking being declined until your account is 
settled. 

 
If you have problems paying your bill then please contact us as soon as possible. 
Failure to pay will result in future bookings being declined and potential legal action 
to recover costs incurred by Community Cars, part of Watford and Three Rivers 
Trust.      

 
5 Behavior 

5.1 Service users, volunteers and staff should be treated with respect at all times. Foul 
language, violent or threatening behaviour and vandalism will not be tolerated. All 
instances will be investigated and may result in future bookings being declined and 
may be reported to the police. 

 
6 Complaints 
6.1 We value feedback from our service users and our team are always available to 

discuss your comments. If you would like to make a complaint then please refer to 
our complaints policy.  

 


