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Author’s Notes

Volunteer Wheels has been serving Sonoma
County, California since 1975. I was its direc-
tor for many of these years. Much of the infor-
mation presented in this book is therefore based
on the Volunteer Wheels experience. It is writ-
ten from a manager's perspective, with insight
that could only come from first-hand experi-
ence.

Because Volunteer Wheels is representative
of many other successful volunteer transporta-
tion programs in America, at first I thought 1
could adequately describe volunteer transpor-
tation using Volunteer Wheels as a model, After
awhilel realized the subject of volunteer trans-
portation is too large, too complex to be fairly
represented by the experiences of one program,
Sotobroadenmy perspective Itookajourneyto
the heartland of America to research 7 other
successful programs. Most of them have been
operating for over ten years and one since World
War I! There are many other prominent and
successful volunteer transportation programs,
both in America and in other countries, as well.
I would like to have included many others in
this research had time and resources allowed.

IalsowishIcould have included an exhaus-
tive list of volunteer transportation programs.
Unfortunately, no such list exists. In fact, no
one even knows how many volunteer transpor-
tation programs there are. There is no national
organization or association to which all belong.
Even the national office of the American Red
Cross can only estimate how many of their
chapters use volunteer drivers (probably 1/2to
1/3 of those that provide specialized transit).
However, it is fairly well accepted that volunteer
transportation programs exist in every state of
our nation. My guess is that they number in the
thousands.

People are often surprised to learn that
there has been remarkably little cross-pollina-
tion or information sharing between programs
nationally. Indeed, most volunteer transporta-
tion programs don'’t even know of each other’s
existence. With the exception of one program
(the Area IV program in Indiana), each of the
systems I visited developed entirely by them-
selves, largely through trial and error. Because
each one “grassrooted” itself into existence,
each brings something unique and original to
the field. Together with Volunteer Wheels, these
programs represent over 150 years of polymor-
phic, hands-on, home-grown expertise,

As ] did this research I scon realized there
are two distinct categories of volunteer trans-
portation administration. For clarity, I decided
to call one form of administration “agency-
based,” and the other “community-based.”

The difference between agency-based and
community-based programs will be described
in detail in Chapter One. Briefly, it has to do
with whether the program is administered by
an agency or by the community itself.

Of the eight successful transportation pro-
grams included in this book, six are agency-
based and two are community-based. Hereis a
list of those programs and the administrators 1
interviewed:

AGENCY-BASED
e Volunteer Wheels, Sonoma County,
California. Dennis Studebaker, former
Director.

¢ American Red Cross, Santa Cruz, Cali-
fornia. Julie Fletcher-Tighe, Trans-
portation Coordinator,

© Studebaker 1990: Succeeding with Volunteer Transportation
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* American Cancer Society, Sonoma
County Unit, California. Taia Stewart,
Director of Patient Services.

* American Red Cross, Mile High Chap-
ter, Denver, Colorado. Pat Loose, Com-
munity Programs and Youth Special-
ist; Bob Williams, Transportation
Coordinator,

» Silver Key Senior Services, Colorado
Springs, Colorado. Mikki Kraushaar,
Executive Director.

e Volunteer Center, DeKalb, Ilinois.
Karen Trzeciak, Executive Director.

Community-Based

* Sonoma Care-A-Van, Sonoma, Califor-
nia. Henry Eaton, Former Program Co-
ordinator.

* ArealV Agency on Aging and Commu-
nity Services, Lafayette, Indiana. Jean
Engelke, Deputy Director for Commu-
nity Service and the Community Ac-
tion Program.

A summary of each program is included
with the Appendices.

The first-hand experiences of the program
administrators will be quoted liberally through-
out this book. Hearing them talk directly about
what they've learned over the years is the best
way to get the feel and flavor for the many ways
to succeed with volunteer transportation.

For those unfamiliar with transportation
terminology there is a brief Glossary with the
Appendices to define terms like specialized
transit, demand-response, and fixed route.

The Appendix also includes a copy of the
Volunteer Wheels Handbook for Volunteers,
and many sample forms and documents. Please
be advised that these samples are offered only
as suggestions and guidelines, If you copy them
verbatim we cannot warrant their applicability
in your particular circumstances, nor legality
in your state. They will be most helpful used as
starting points from which to create your own
forms, handbooks, and documents.,

Page 8
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Introduction

What is Volunteer
Transportation?

The word voluntary finds its root in the
French word velle, which means to will. A
volunteer is one acting on his/her own free
will...doing something because they want to.
Transport means to carry from one place to
another.

Putting those two concepts together in vol-
unteer transportation, we have people carry-
ing, of their own free will, other people from one
place to another. In this exchange something
remarkable, sometimes magical, happens. The
giver usually benefits more than the receiver.

‘What makes volunteer transportation par-
ticularly intriguing to those interested in pro-
viding transportation services, aside from the
obvious cost benefit, is that the most likely
volunteer driver is a retiree and the number of
retirees in our nation is dramatically rising.
Karen Trzeciak, Associate Director of the DeKalb
Volunteer Center in Illinois, sees this as a win-
win opportunity.

You have people who are home-bound,
who nolonger have accessto transpor-
tation options that we all take for
granted, who no longer go to medical
appointments or the hairdresser when
they need to. And you have people who
are healthy and still drive who wake
up, have a cup of coffee and then stare
into space and wonder what they'll do
for the rest of the day. It only makes
sense to match these people through
volunteer transportation and thereby
improve the quality of both lives.

The state of North Carolina recently pre-
pared a document called “Aging Policy Plan for
North Carolina.” Inthe introduction they clearly

described what is happening with our elderly
population,

At the turn of the century, the average
life span in America was 47; today it is
71 for men and 78 for women. These
are average life spans; many live even
longer. In fact, people 85 and older are
the fastest growing segment of the older
population today.

They go on to say...

More than any other single fact, it is
important to recognize that older people
continue to be valuable, contributing
members of our society. They have
worked to make this nation and our
state strong and progressive, Collec-
tively they have a vast store of knowl-
edge, skills, and abilities acquired over
a lifetime that should continue to be
used for the betterment of our society.

In volunteer transportation, seniors CAN
continue to make a difference. They can help
solve the growing transportation problems of
their own age group. By staying active and
involved they contribute to the growing body of
evidence which suggests that senior years can
be both creative and productive.

Of course, volunteer transportation is not
limited to retirees. Adults of all ages and walks
of life may enjoy this volunteer activity.

Volunteer transportation is highly adapt-
able, as well. It can serve a specific client
population, such as cancer patients, or be the
specialized transit for an entire county. It can
be operated by an agency or by the community
itself.

@ Studebaker 1990; Succeeding with Voluntesr Transportation
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People seeking sohutions to the ever-growing
demand for specialized public transportation
are interested in knowing if volunteerism offers
an answer, a way out of the thicket of rising
costs and reduced service. Anne Gurnack in
“Volunteerism and Specialized Transportation:
A Decision-Making Model” says,

During these times of decreased em-
phases on federal funding of human
service programs, the feasibility of
volunteer networks in connection with
specialized transportation for elderly
and disabled citizens needs to be con-
sidered. Specialized transport admin-
istrators are cautioned not to view
volunteerism as a panacea, but as a
desirable supplementary component
to existing specialized transportation

programs.

Volunteer transportation is particularly well
suited to rural towns where public transit is
financially prohibitive. In such communities
volunteer transportation can have a striking
impact.

There is ample evidence to support this
claim--so much so that federal and state de-
partments of transportation ought to give this
Innovative approach serious consideration.

Starting a volunteer transportation program
requires vision and courage. This book is de-
signed to help programs succeed. It replaces
the myths about volunteer transportation with
the facts. It contains a wealth of information
about recruitment, volunteer management,
Insurance, and risk management.

Fay Ebrite, the Executive Director of the
ArealV Agency on Aging in Indiana, has a quote
byJane Adams prominently displayed in her of -
fice. It reads:

What, after all, has maintained the
human race on this old globe despite
all the calamities of nature and all the
failings of mankind...if not faith in new
possibilities and the courage to advo-
cate them,

Page 10
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Chapter One

Should You Start A Volunteer
Transportation Program?

Before designing and implementing a volun-
teer transportation program, it is important to
answer five essential questions:

1. Do the advantages of using volun-
teers outweigh the disadvantages?

2. Is the proposed service in competi-
tion with other specialized transit
services?

3. Isthereastrongsponsoring agency?

4. Areoperating and capitalfundsread-
ily available?

5. What is the probability of success
with volunteer recruitment?

The answers to these questions will not only
guide your decision about whether or not touse
volunteers, they will tell you a great deal about
your environment and the challenges you may
face as you attempt to raise up a successful
transportation program.

It is important to begin by understanding
the differences between the two distinct catego-
ries of volunteer transportation administra-
tion:

1. Agency-based, and
2. Community-based.

Agency-based services are operated by an
existing non-profit agency (e.g. American Red
Cross, Volunteer Center, American Cancer
Society) who may or may not contract with a
government body to provide these services.
Typically the manager or coordinator of the
program is a professional.

Community-based services are administered

by the community itself, usually by a volunteer
Board of Directors fashioned for this purpose

alone. Community-based programs often re-
ceive technical and financial assistance from
their State or County Department of Transpor-
tation or an Area Agency on Aging.

Even though agency-based and commu-
nity-based programs may provide identical serv-
ice to identical populations, they will differ in
how they are administered. As you explore the
following five questions, consider also which
category of administration is appropriate to
your needs.

QUESTION 1:

Do the Advantages of Using Volunteers Out-
weigh the Disadvantages?

While there is much that is good about vol-
unteer transportation, a fact of life as constant
as gravity is that any apparent advantage hasa
latent disadvantage hitched to it. Everyone will
weigh these advantages and disadvantages
differently depending on their circumstances
and their perspective.

There are seven primary advantages and
disadvantages to volunteer transportation. The
first five apply to both community-based and
agency-based programs. The last two apply
only to community-based services.

The five common to both agency-based and
community-based services are as follows:

Advantages Disadvantages

1. It saves money. 1. Success depends on
voluntary citizen com-
mitment.

2. It's compassionate. | 2. It can be unpredictable.

3. It builds a better 3. Labor or competing
community. private companies might
object.

© Studabaker 1990: Succssding with Volunteer Transportation
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Advantages
4. It's extremely

flexible.
5. It can be enjoyable. | 5. It can be stressful.

Disadvantages
4. It won't work everywhere.

The two advantages and disadvantages that
apply specifically to community-based services
are:

Advantages Disadvantages

6. An entire popu- 6. Individual demand-

lation can readily be | response is difficult for

served, community-based
services to provide.

7. High visibllity 7. Attracting Board

makes for ease with members with the

volunteer recruit- necessary skills

ment. may be difficult.

Here's a detailed look at these seven advan-
tages and disadvantages.
ADVANTAGE 1;

It Saves Monhey

There is little dispute that the use of volun-
teers cuts costs, Of the two categories, commu-
nity-based service is by far the most cost-
effective because there is very little overhead,
An office of a state department of transporta-
tion (or other public funding source) can initiate
a community-based program by merely provid-
ing a van and subsidizing vehicle insurance
and maintenhance costs.

While volunteer transportation of any kind
is cheaper than any comparable system where
paid drivers are employed, the amount of sav-
ings varies considerably from program to pro-
gram. Agency-based services will be more costly
than community-based services because of the
administrative overhead involved in running an
agency. Many factors influence the cost of
service in agency-based programs as well. In
some cases, for exarnple, a mixture of paid and
volunteer drivers is preferred. The mixture of
owned to non-owned vehicles will influence
costs dramatically.

Rather than attempting to present exhaus-
tive and detailed cost-analyses of various pro-
grams, a simple example will be given to dem-
onstrate the potential for savings when using
volunteers, For this purpose it will be assumed

that administrative overhead such as rent,
phones, staff salaries, etc., is constant either
way.

In our example, we will compare hiring one
paid driver and purchasing one van with re-
cruiting ten volunteer drivers (each driving 1/2
day a week) driving their own cars. Five of the
volunteers will take 25 cents a mile reimburse-
ment; two will take 12 cents a mile; three will
claim none (in recognition of the fact that not all
volunteers are reimbursed for their mileage}.
24,000 miles are driven each year.

Annual costs associated with paid driver
and purchased vehicle:

Salary & Benefits $12,000
Vehicle Insurance 2,500
Cost of Van 6,000*
Maintenance, Gas & Oil —2.000
Total $22.500

* $30,000 prorated

Annual costs assoclated with volunteers in
their own vehicles:

Mileage reimbursement $3,240
Excess non-owned auto insurance 150
Volunt 300
Total $ 3,690

The American Red Cross, Santa Cruz Chap-
ter, offers a real life example of the savings one
can expect from volunteer transportation. They
submitted a cost analysis to their County Trans-
portation Comimnission for a component of serv-
ice that involved providing medical trips to
destinations out of the county. The trips often
took over 10 hours to complete. Lift Line, a
transportation program operated by a private,
not-for-profit agency, quoted a cost of $69,966,
using agency owned vans and paid drivers. The
Red Cross, using volunteers driving a Red Cross
van, quoted a cost of $22,519. Largely because
of the cost savings, Lift Line now contracts with
the Red Cross to provide the rides.

The national office of American Red Cross
published the findings of a cost study in a
publication called Guidelines for Transporta-
tion Services. The conclusion: “In general, the
operating cost can be reduced by between 1/3
and 1/2 through the use of volunteers.”

Page 12
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DISADVANTAGE 1:

Success Depends on Voluntary Citizen Com-
mitment

Anyone who has ever run a volunteer pro-
gram can attest to the inherent challenge in this
statement. This first disadvantage parallels
“savingmoney” because the savings result from
voluntary citizen involvement. Continuing to
replenish the ranks of volunteers with well-
qualified, well-trained, responsible, and willing
drivers, schedulers and dispatchers (and ad-
ministrators and Board members if commu-
nity-based) is usually the single greatest prob-
lem faced by volunteer systems, especially those
that are in it for the long haul. Once the first
flush of excitement fades, the reality of volun-
teer attrition and the need to continually recruit
a stream of new volunteers can be an immense
challenge.

‘This is less of a disadvantage for commu-
nity-based services because high visibility in
small towns makes for relattve ease with volun-
teer recruitment.

ADVANTAGE 2:
It is Compassionate

Compassion is defined as sympathetic con-
sclousness of other’s distress together with a
desire to alleviate it. Volunteers have many
motives, some of which are self-oriented. Re-
gardless, nearly all are motivated to help their
fellow man—to express compassion,

People who need specialized transit are mo-
bility disadvantaged. They don't drive and ei-
ther can't ride the bus or one isn't available to
them. Specialized transit is therefore a lifeline,
linking the individual with society-at-large.
Providing transportation to these people is a
compassionate act, to be sure. Using volun-
teers adds a special dimension. A passenger
may ride with a different volunteer each trip,
being thereby exposed to a wide varlety of
caring people. Such contact is important to
people otherwise cut off from the normal weave
of our social fabric,

DISADVANTAGE 2:
It Can be Unpredictable

Using volunteers can cause unpredictabil-
ity, depending largely on the degree of difficulty

with recruitment. If there are plenty of drivers
and ample back-ups, the service canbe carried
onwith a great deal of predictability. A shortage
of drivers can cause unpredictable service in-
terruptions.

However, because volunteer transportation
can be unpredictable, people who have not
been associated with a well run volunteer pro-
gram may assume that volunteer drivers are
unreliable. To the contrary, most program marn-
agers claim that their volunteers are reliable to
a fault.

Bob Willlams of the Mile High Red Cross
chapterhasan 84-year-old volunteer who drives
three full days a week—rain or shine—sick or
well. Bob says, “He’s as dependable as a clock.”
Bob went on to say, “Last year 17,000 free
hours were donated by volunteers who drove
152,000 miles—never beyond the boundaries
of the city—accident free. My volunteers are
very careful, not even a fender rub or bump.
They are responsible and reliable. They look at
it as their job.”

ADVANTAGE 3:
It Builds a Better Community

While our homes and cars tend to separate
us from each other, volunteer transportation

bridges these gaps—giving people the opportu-
nity for positive, life-affirming interactions.

Volunteer transportation programs improve
communities in four other ways:

1. by conserving tax revenue,

2. by promoting voluntary action,

3. by involving seniors productively,
4

. by helping people live independently
who otherwise might have to be in-
stitutionalized.

Community-based services are especially
effective at community-building. InIndiana, for
example, the volunteer programs that are spon-
sored by the Area IV Agency on Aging have come
together and been enlivened by an effort that
has involved and benefitted nearly every family
{in town one way or another. (See the program
summary in the Appendix.)

© Studebaker 1990: Succeeding with Voluntesr Transportation
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DISADVANTAGE 3:

Labor or Competing Private Companies
Might Object

Labor may object to the use of volunteer
drivers where paid drivers might have been
employed. Private transportation companies
seeking to expand their businesses mayfeel the
use of volunteers gives the non-profit agency an
unfair advantage.

The legitimate concerns of labor and private
industry must be weighed carefully against the
many benefits a community stands to gain from
a volunteer transportation program.

ADVANTAGE 4:
It Is Extremely Flexible

There is no such thing as generic volunteer
transportation, though there are many models
that can be copied. It is a flexible, adaptable tool
which can take many forms with nearly limit-
less applications. It can be a paragon of simplic-
ity or extremely complex. It can be the entire
transportation system in a county or simply
one plece of a larger puzzle,

To a planner, designer, or administrator,
such flexibility can be quite attractive. One can
hone a program to meet specific needs.

DISADVANTAGE 4:
It Won’t Work Everywhere

Even dyed-in-the-wool, hard-core volunteer
transportation advocates have to admit that it
won't work in every town, city, or county. What
makes an environment receptive to volunteer
transportation is explored inthe questions that
follow the discussion of the advantages and
disadvantages.

ADVANTAGE 5:
It Can be Enjoyable

With a twinkle in his eye, Henry Eaton, the
former Coordinator of Sonoma Care-A-Van,
told how enjoyable volunteer transportation
canbe. He said volunteering with Care-A-Vanis
like belonging to an exclusive club: one that
happens to provide direct community service.
The volunteers of Care-A-Van have a good time.
They enjoy each other’'s company and get a

great deal of pleasure driving the length and

breadth of Sonoma, kibitzing with friends and
neighbors along the way.

Most professional managers agree that the
greatest joy in volunteer transportation is the
interaction with the volunteers themselves. The
satisfaction of working with such dedicated,
altruistic human beings who are there because
they want to be, accompanied by the knowledge
of the good that is being done inthe community,
brings a rare sense of fulfillment. Akin to the
ideal of “right livelihood,” volunteer transporta-
tion offers a different kind of enjoyment than
that which can be bought and sold in the
marketplace.

DISADVANTAGE 5:

It Can be Stressful (Especially for the Pro-
gram Coordinator)

While the rewards from volunteer transpor-
tation are plainly evident, the organizational
and management challenges are often stress-
ful. To succeed, programs must be well organ-
ized so the headaches are minimized and people
have time to enjoy one another.

The level of stress generally rises in propor-
tion to the number of trips provided. Simple
services In rural areas with plenty of commu-
nity support produce little or no stress. Large
numbers of trips, volunteers, and passengers
in complex and diverse routing pattems raise
the stress level.

Mikki Kraushaar, whose organization, Sil-
ver Key Senior Services, provides 96,000 rides
annually, concurs. “Transportation is very in-
tense,” she says. “In the mormmning, as soon as
you step in the office, the phones are ringing,
drivers are arriving and picking up schedules,
the elders are calling to schedule new rides or
change or cancel rides for that day. There may
be emergency needs to attend to, vehicle break-
downs, and so forth. The manager can simply
become weary. He or she must take time off
when needed in order to avoid burn-out. Thisis
true, though, of all social service professionals
working directly with people in need—death,
dying, isolation, poverty. On the other hand,
every day we are solving problems, bringing
light and love to those in need. It is as if we are
on a mission. If it were just a job, people would
have burnt out long ago.”

Page 14
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The following advantages and disadvantages
apply to community-based programs only.

ADVANTAGE 6:
An Entire Population Can be Served

Agency-based services could theoretically
serve every transit-dependent person in a com-
munity, but most don't. Instead, agency-based
services usually exist in larger population cen-
ters where there are many other agency and
government services. They usually help a spe-
cific client population, e.g. the elderly and dis-
abled.

Community-based services are organiza-
tions of, by, and for the community at large.
They are therefore naturally suited to providing
unrestricted transportation services. Many
times they are the only transit or specialized
transit service in town. Being the public transit,
they either provide a fixed-route service, ortake
groups on trips to major population centers
where goods and services are more available. In
either case there are no restrictions on rider-
ship ortrip purpose. The ballpark is as welcome
a destination as the doctor’s office.

DISADVANTAGE 6:

Individual Demand-Response is Difficult for
Community-Based Services to Provide

Taking individuals to appointments on an
advance-reservation basis is a much more dif-
ficult management task than either fixed route
transportation or pre-arranged group trips.
Because of their management expertise, agen-
cies are usually more capable of tackling door-
to-door transportation than are community-
based organizations.

If door-to-door transportation is the press-
ing need in your community, it is best to
consider an agency-based service.

ADVANTAGE 7:

High Visibility Makes for Ease with Volun-
teer Recruitment

Community-based services typically serve
smail towns. It doesn't take long for everyone to
become aware of the service. Such visibility is
difficult to attain and sustain in urban environ-
ments like Santa Rosa where agency-based
services like Volunteer Wheels must compete

with hundreds of other worthy causes. Because
of their high visibility, rural community-based
programs generally do not struggle with volun-
teer recruitment as do agency-based programs
in large population centers.

DISADVANTAGE7:

Attracting Board Members with the Neces-
sary Skills May Be Difficult

The very same small town where familiarity
makes recruitment easy often lacks ample
numbers of highly skilled potential Board
members. The difficulty of finding qualified
Board members is exacerbated in small towns
when personality conflicts arise, or when one
particular individual is overly dominant, to the
detriment of the group.

And soyou have the 7 fundamental pros and
cons of volunteer transportation.

Far too often people unfamiliar with volun-
teer transportation make daunting statements
like, “Oh! I'd never consider using volunteer
drivers. They're too difficult to manage.” Volun-
teer transportation poses a challenging man-
agement task, to be sure. In your particular
case, the disadvantages may outweigh the ad-
vantages and you may decide not to use volun-
teers. But if the advantages surpass the disad-
vantages, rest assured that managing a volun-
teer transportation program is not an impos-
sible task by any means. The many years of suc-
cessful volunteer transportation represented
by the services described in this book ought to
be satisfactory data to forever dispel the “too
difficult to manage™ myth. And these are only a
fraction of the programs operating successfully
in America today.

Even with its dilemmas and puzzles, most
volunteer transportation program managers
swear by it. Mikki Kraushaar of Silver Key
Senior Services speaks for the rest when she
says:

“The benefits of using volunteers far out-
weigh the problems.”

QUESTION 2:
Is the Proposed Service in Competition with
Other Specialized Transit Services?

A survey of existing transit and specialized
transit services will quickly reveal whether or

© Studebaker 1990: Succesding with Volunteer Transportation

Page 15




not your proposed service is duplicating an-
other. Meet only needs which aren't currently
being met. Clearly identify the need you are
trying to meet. Be very precise. If you want to go
into business because you don't think the
existing specialized transit service is doing well
enough, consider meeting with them to find a
way to coordinate services so you are not com-
peting. Alternatively, there may be a way to
strengthen the existing program without start-
ing another one.

QUESTION3:
Is there a Strong Sponsoring Agency?

Regardless of whether you are starting a
community-based or an agency-based service,
there will most likely be a sponsoring agency.
With community-based services, the sponsor-
ing agency helps to organize and fund the
program, leaving the responsibility for daily
operations to the community itself. With agency-
based services, the sponsoring agency is re-
sponsible for all aspects of the program.

A community-based service is usually im-
plemented in environments where an agency-
based program is inappropriate, e.g. a small
farm town in Indiana that isn’t large enough to
be served by an agency such as a Volunteer
Center or Red Cross chapter. Community-based
services work extremely well in rural popula-
tions and in some urban communities where
groups of people have similar needs and con-
cerns and are willing to band together to help
one another,

In some communities there is ample leader-
ship and funding from within the population to
self-generate such a program {as with the town
of Sonoma that started Care-A-Van). When this
is not the case, an agency like a Department of
Transportation or an Area Agency on Aging can
act as combination broker and midwife. In such
instances, whoever is charged with coordinat-
ing the effort must have special abilities.

Success with motivating a wary population
will depend upon this individual's personal
powers of persuasion, entrepreneurial skills,
and personal commitment to the idea. The idea
must be sold. People will respond to honesty
and enthusiasm. Once the selling is over, the
coordinator must guide the program into exis-
tence—then stay with it as it grows.

Obviously, the sponsoring agency for a com-
munity-based program needs to be fiscally
secure and committed to the philosophy of
community-based volunteer transportation so
that the service is ensured the stability of
continued support over the years,

On the other hand, starting an agency-
based program requires first finding the right
agency to operate it. An agency is evaluated by
thelr stability, their track record with other pro-
grams, and their commitment to volunteerism.

Look to agencies with strong Boards of Di-
rectors and competent professional staff. Dedi-
cated Board members who are actively involved
in setting policies, raising funds, and repre-
senting the agency in the community will pro-
vide a transportation program with the neces-
sary guidance and stability for success. An ex-
perienced and skillful professional staff is also
essential. The Volunteer Center of Sonoma
County, for example, is known for its strong
Board and good management. Not surprisingly,
the programs run by the Volunteer Center,
such as Volunteer Wheels, are generally suc-
cessful,

It is also critically important to be certain
the agency will be able to procure adequate
vehicle insurance. Because the price and availa-
bility of vehicle insurance has become a real
stumbling block for some agencies, American
Red Cross chapters may have a distinct advan-
tage over others due to the inexpensive insur-
ance available from their national organization.
Programs that belong to insurance pools can
also generally count on long-term availability
and price stability. Services relying entirely on
the private insurance market can be literally
driven out of business without warning in a
tight insurance market, whether or not they
use volunteers. This happened to two programs
in Sonoma County during the last insurance
crisis when they couldn’t afford sudden 100%
to 200% premium increases.

QUESTION 4;

Are Operating and Capital Funds Readily
Available?

Funding for transportation is in two catego-
rles: 1. operating funds and 2. capital funds.
Operating funds include all of the money re-
quired to provide the service on a daily basis.
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These are called administrative and operating
costs. Capital funds are for the purchase of
land, buildings, and depreciable equipment,
including vehicles.

What follows is a list of likely operating
funding sources and expense items for an
agency-based volunteer transportation pro-
gram. A typical operating budget will include
some or all of these line items.

Income
Contributions Special fund-raisers
United Way County and City contracts
Fares Miscellaneous
Expenses
Salaries Health benefits
Retirement benefits Workers compensation
Payroll tax Contractual services

(i.e. audit, consulting, etc.)
Office supplies Postage

Rent (w/maintenance) Equipment maintenance
Printing Mileage & meals: staff
Conference & training Mileage & meals: volunteer

Fuel Vehicle maintenance
Dues Velunteer recognition
Depreciation Telephone
Miscellaneocus

Insurance Expenses
General liability
Volunteer liability Vehicle

Excess auto for volunteers

Capital funds usually do not appear on an
operating budget. They are accounted for sepa-
rately. Likely sources for capital funds are the
state and federal government, foundations,
service clubs, and fund-raising events.

How much of either category of funds a vol-
unteer transportation program will require de-
pends entirely upon its structure and complex-
ity. A small, church-run program may need
very little money. A complex, county-wide,
agency-based program may have operating and
capital costs that amount to hundreds of thou-
sands of dollars each year.

When starting a program, first project the
expenses. Such a projection will establish the
need for funds. Be certain there is a reasonable
likelihood of acquiring the money before pro-
ceeding further.

Since the source of funds differs dramati-
cally from state to state and locale to locale, the
broad suggestion is to research this matter
carefully. For operating assistance, explore the
most logical alternatives such as United Way or
your city or county government first. For capital
assistance, consult with local foundations, or
foundations either interested in funding trans-
portation or helpingyour particular client group.
As will be noted later, the federal government
assists with local van purchases through the
Urban Mass Transportation Administration’s
16 (b)(2) and Section 18 programs. The grantee
must raise a 20% match in order to receive the
other 80% of the total cost of the van from the
government. Some state governments help with
van procurement as well.

In almost all cases, there willneed to be local
fund-raising efforts to augment whatever grants
and contracts are available.

Some agencies rely heavily on passenger
fares or donations in addition to funds received
from other sources. Others do not. Whetheryou
will or won't depends on your operating phi-
losophy and your need for additional revenue.

That there will be costs associated with vol-
unteer transportation is undeniable, Make
certain these expenses and the revenues to
offset them have been adequately anticipated
and that there is a stable source of continued
funding available to the program.

QUESTION 5:

What is the Probability of Success with Vol-
unteer Recruitment?

Questions 1 through 4 are often easiertoan-
swer than this final question, especially ff your
community does not have a history of support-
ingvolunteer activities. Because volunteer driv-
ers are in many cases more difficult to recruit
than volunteers who do not have to operate
motor vehicles, recruiting for volunteer trans-
portation can be a struggle, even in communi-
ties where people generally volunteer,
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Community-based programs generally have
an easier recruitment task than agency-based
programs, especially urban agency-based pro-
grams. This is because word-of-mouth is the
most effective volunteer recruitment tool and
rural community-based services use word-of-
mouth recruiting to best advantage in their
small towns.

Here are some things to look for when deter-
mining if an agency-based service will most
likely succeed with volunteer recruitment:

* Does your community have a rich
historical identity with a track rec-
ord of voluntary support of local
causes?

* Do you have an active Volunteer
Center with good experience in vol-
unteer recruitment? if not, are there
other agencies in town that have
had good success with volunteer re-
cruitment over the years?

Are there special reasons why people might
pull together in the spirit of self-help? For ex-
ample, the American Cancer Society appeals to
people whose lives have been touched by can-
cer.

Towns have distinct personalities, as dis-
tinct as their history. Some tend to support vol-
untary activities and others don't. If there is no
evidence of volunteerism, find out why. Then
decide if you want to be the ice-breaker.

Sonoma County, California, offers clear ex-
amples of both end zones, The town of Sonoma
(the home of Sonoma Care-A-Van) is the quin-
tessential California retirement/tourist town
that everyone loves, identifies with, and wants
to nurture. It is very old by California stan-
dards, dating back to the Mexican rule of Cali-
fornia. Being a small town with a cheery ambi-
ance, it attracts affluent retirees. This is fertile
soil for volunteer transportation, On our scale,
this is a 10+,

In contrast we have the town of Rohnert
Park, 25 miles to the west of Sonoma as the
crow flies. Rohnert Park is a very new town,
born in the 1950's, It used to be a seed farm
owned by Mr. Rohnert. It is now a middle-class
bedroom community. It does not have a large
retirement age population compared with its

neighbor to the east. People are, by and large,
busy making a living, Therefore, on our scale,
Rohnert Park isless than a 5 with respect to the
ease of volunteer recruitment.

The City of Rohnert Park does sponsor a
small volunteer transportation programto serve
primarily its elderly. It has operated this service
successfully for a number of years because the
City of Rohnert Park is a stable sponsoring
entity which provides adequate funding, and
there are no other specialized transit services in
town with which to compete, If these elements
were not well in place—say they lacked support
from the city—the energy required to maintain
a volunteer transportation program might be
prohibitive,

Conclusion

This illustration is not meant to elevate one
town or cast aspersions on another. It is merely
used to demonstrate how you can analyze a
community to determine the probability of
success.

Take a minute now and rate each answer to
these 5 questions on a scale of 1 - 10. If two or
more answers score less than 5, volunteer
transportation may not be the best choice.
Question 4 may score low because a shortage of
funds is why you are considering volunteer
transportation in the first place. If so, be certain
most of the other questions are answered fa-
vorably, and that there is at least enough
money to operate the program.

Rating 1 - 10
Question 1:
Advantages/disadvantages?

Question 2:
Competition with other services?

Question 3:
Sponsoring agency?

Question 4:
Avallability of funds?

Question 5:
Probable success with recruitment?

If the answers to these five important ques-
tions encourage you to start a volunteer trans-
portation program, the next step is to plan and
implement your program.
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Chapter Two

Getting
Started

Each new volunteer transportation program
ought to be a creative and somewhat original
response to a particular community's needs
and resources. Transportation systems which
arise in this way have their own unique person-
ality. Being well-suited to their environment,
the outlook for their long-term survival is good.

Though each new prograin should be indi-
vidually crafted, it is desirable and beneficial to
learn from and borrow as much as possible
from other successful programs. You may wish
to use one of the eight systems featured in this
book as a model. In addition, the Community
Transportation Association of America has
compiled a list of experts in varlous areas of
knowledge who can provide technical assis-
tance based on their first-hand experience. (See
Appendix for information about the CTAA
TransNet.)

Starting a simple volunteer transportation
program can be easy. It is done quite often by
churches and other organizations that need to
provide transportation inexpensively to their
members. Starting such a program is mostly a
matter of common sense. People interested in
starting a stmple system shouldn’t be {ntimi-
dated by this book. It is written to address some
very wide-ranging concerns. Use whatever in-
formation applies and then follow your in-
stincts. You'll learn as you go.

On the other hand, those wanting to provide
volunteer specialized transit to an entire com-
munity need as much useful information as
possible, While this chapter may not provide all
the detail you need, it ought to give you the
information you need to proceed with confi-
dence.

{Those already operating a volunteer trans-
portation service are advised not to skip this
chapter, even though some of the information
may seem elementary. At theveryleast, the dis-
cussions of van ownership and computerized
scheduling ought to prove interesting and worth-
while,)

Mikki Kraushaar of Silver Key Senior Serv-
ices remarked, “Regardless of how your pro-
gram works, it is so critical that you have a
sound program design and structure, Because
ifyou don't have sound procedures and design,
regardless of how many paid staff or volunteers
you have, it won't work!”

Begin by asking broad questions.
e Who are we?
« What do we want to accomplish?
* Who will we serve?

» What program design will fit the
peculiar needs of our environment?

e What are our resources, and how
can we make hest use of them?

Brainstorming is time well spent; in fact, it
is essential for success, While brainstorming is
confusing at times, it's also exhilarating be-
cause it is creative.

The first step 1s to paint the picture with a
broad brush. Develop a vision of what your
program will become. Let the ideas fly. Don't
edit any as too silly or too off-the-wall. Inspira-
tion and intuition are playful energies, never
ponderous, solemn, or dry. Eventually you'll
just know you have it. You will have captured
the vision,
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Next, get down to the nitty-gritty
detalils...start with the obvious questions:

* Wil you hire paid dispatchers and
schedulers?

* Wil you have a full-time paid coor-
dinator?

* Willyou have volunteers drive their
own vehicles or yours?

* Wil you charge a fare?

* Will you offer mileage reimburse-
ment to the volunteers? If so, how
much?

* Will you have an eligibility criteria?

* Will you be an advance-reservation
or same-day service, or a combina-
tion of both?

*  Will you limit destinations and trip
purposes in any way?

*  Will you use volunteer drivers only
or a mixture of paild drivers and
volunteer drivers?

¢ Howwillyou advertise the program?

* What is your marketing plan for
recruiting volunteers?

+ Is your funding base stable? If not,
what can be done about this?

This is only a partial list. Many other ques-
tions will arise as well. Try to think out each
detail of your service beforeyou begin providing
rides, Start small so you have the time and
space to work out the kinks, Recognize that as
you grow your questions will change, as will
your answers. Eventually these answers will
comprise the policy statements that guide your
program. As soon as possible, write a handbook
for your volunteers explaining these policies,
giving them the information and direction they
need to succeed. (See Volunteer Wheels Hand-
book in the Appendix.)

Of course, if you are starting a community-
based service, creating a Board of Directors and
by-laws is the first step. Then the Board can
brainstorm their vision for the program and set
their operational policies.

Establishing by-laws for acommunity-based
program is critical to its success because it will
guide the activities of the Board. (The Appendix
contains a sampie of the by-laws used in Indi-
ana.)

Jean Engelke offers some excellent advice
on working successfully with a community-
based Board of Directors.

The paid staff person who supervises
the prograrm must attend all the Board
meetings, or almost all, and stay on
top of the shifting attitudes as new
people come on. You must always pay
attention and not sit back expecting it
to run itself. Employed professionals
can fill responsible positions on the
board because they may have appro-
priate administrative skills and know
how to conduct good meetings. But
you must have a predominance of
“workers” to succeed. The doers are
usually the elderly because they have
the time,

Don’t strive for sophistication. These
Boards are generally relaxed, “down
home.” This is appropriate. Don't
tamper with it. Their friendliness and
neighborliness is their strength.

Lastly, never forget that the Board is
the program. Without the Board there
is no program. They run it, make the
decisions, recruit the drivers and so
forth.

Those interested in creating a community-
based program are advised to read the sum-
mary of the Area IV Agency in the Appendix and
to contact Ira Doom or Jean Engelke for addi-
tional guidance (see Appendix for phone num-
bers and addresses.)

As you start your program, there will be
many obvious details to attend to such as
setting up an office, creating a budget and
advertising your service. We will not belabor the
obvious here. However, there are three impor-
tant elements that deserve some discussion.
They may apply toc a community-based or
agency-based service.
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1. Deciding whether or not to hire a
paid coordinator.

2. Deciding whether or not to pur-
chase your own vehicles.

3. Deciding how to schedule and dis-
patch rides.

Hiring a Coordinator

While most community-based programs will
administer their programs with volunteer coor-
dinators, it is a widely-held opinion that most
agency-based volunteer transportation pro-
grams ought to have professional management.
Dr. Hood in his book The Voluniteer Transporta-
tion Programasks the question “Having decided
to use volunteers, does an agency need a direc-
tor of volunteers?” He answers his question
with “an unqualified, yes!” He goes on to say,
“Many of the past failures of voluntary efforts
within social service agencies have been due to
lack of effective leadership and its concomitant
organizational problems (e.g., inadequate su-
pervision and training of volunteers, staff resis-
tance, apathy, and lack of goals and objec-
tives).” The skills required of a volunteer trans-
portation manager are described in some detail
in Chapter Five.

Whether the coordinator is a volunteer or a
paid staff member, whoever assumes a leader-
ship role must approach their tasks from a
responsible, “professional” point of view. If such
volunteers cannot be recruited, professional
management will be necessary.

Purchasing Vehicles

There are two widely-held myths about vol-
unteer transportation. One is: “volunteers are
too difficult to manage.” The other goes some-
thing like this: “if we could just buy a van we
could easily provide transportation.” If you
believe that, be advised—owning a van, par-
ticularly one that is retrofitted with alift, can be
more trouble than you anticipate. Further-
more, owning a van doesn't ensure that trans-
portation will be provided. It is only one of many
steps.

If you intend to use volunteer drivers, a van
may not be the best choice at all. Recruiting vol-
unteers to drive their own cars may be a much

more economical and functional option, de-
pending on your circumstances.

While vans are useful and are sometimes es-
sential (as when physically disabled or groups
of people need rides), most agencies are not
forewarned about maintenance, insurance, and
capital replacement costs involved with van
ownership. They also rarely realize how expen-
sive vans are to buy (even with federal assis-
tance); or how expensive they are to operate and
repair; or how quickly they wear out; or that a
back-up van iIs necessary if you're promising a
significant level of service. This is not meant to
discourage van ownership where appropriate
or necessary. It is meant to be a splash of cold
water in the faces of those who don’t really need
to buy a van.

When doyou need avan? Ifyou're transport-
ing physically disabled people, you'll need lift-
equipped vans. If you're providing fixed-route
service, you'll need vans. If you're transporting
lots of groups, vans are the ticket. But if you are
driving seniors to periodic medical appoint-
ments on an advance-reservation, door-to-door
basis, volunteers driving their own cars are an
excellent option.

Volunteer Wheels provides half of the 36,000
annual rides with volunteers driving their own
cars. Silver Key Senior Services also uses vol-
unteers who drive their own cars to augment
their van service. The American Cancer Society
in Sonoma County uses only volunteers driving
their own cars (using taxis in emergencies
only.}

Volunteers driving their own cars bear the
capital replacement cost of the vehicle. The
volunteers attend to the repairs and mainte-
nance, and they buy the primary insurance
coverage. While the agency may or may not offer
mileage reimbursement, considering the addi-
tional risk involved, it ought to provide excess
liability insurance coverage. Many agencies
offer mileage reimbursement as well. This is
optional. Be advised, though, that some volun-
teers cannot drive without financial assistance
to cover thelr costs. Others need no reimburse-
ment and are pleased to donate their time and
thefr car.

The question of risk has been raised in con-
nection with volunteers driving their own cars,
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since the agency apparently has little control
over how the cars are maintained. History has
proven the risk to be very minimal if the agency
recruits responsible volunteers. Responsible
people tend to take care of their equipment re-
sponsibly, especially their personal cars which
have their family’s lives at stake.

In Sonoma County, the American Cancer
Soclety and Volunteer Wheels have had dec-
ades of trouble-free operation using volunteers
driving their own vehicles. Other programs in
America have had similar good experiences. It
is strongly recommended that program manag-
ersroad test new volunteersin their own cars so
the general condition of the car can be ascer-
tained along with the driving skills of the volun-
teer when determining if he or she is appropri-
ate for your program,

Private autos do present one significant
drawback. Cars come in every shape and size,
with widely varying passenger capacities. The
complex task of routing demand-response rides
ismade evenmore complicated when some cars
accommodate one passenger and some take
three or four. Volunteer Wheels keeps careful
track of each vehicle's capacity and codes each
passenger’s ambulatory ability in the computer
so that people can be matched with vehicles
efficiently and ridesharing can occur whenever
possible,

One final note about volunteers driving cars:
some prefer to drive a car but not their own. In
some cases their personal car is inappropriate
(a jeep or truck that is difficult to get in, for
example). Volunteer Wheels has solved this by
soliciting donated cars which we insure and
maintain. A car is considerably less expensive
to insure and maintain than a van. For econ-
omy we always try to use the smallest appropri-
ate vehicle,

If you do decide to purchase or lease vans,
here are some points to consider.

Look to local service clubs to help raise the
20% matching funds necessary to purchase a
van with federal assistance.

Vansin service every day depreciate quickly.
Yourlong-range planning must anticipate their
replacement. If possible, set up a capital re-
Placement fund in your annual budget so that
you are accumulating replacement dollars each

year. Remember, too, you must have a back-up
vehicle. Henry Eaton of Sonoma Care-A-Van
remarked: “People will come to depend upon
you for transportation. There’s considerable
hell to pay when something breaks down and
you don't have a replacement.”

Regarding maintenance, go to the best pos-
sible shop with well-trained, reliable mechan-
ics who know how to maintain your particular
vehicle. Don't cut costs in the area of mainte-
nance. Put safety first, always. Vans can be
complicated to repair and may require special
expertise. Make sure they are being repaired by
people who know what they are doing.

Vans come in many shapes and sizes, with
a wide variety of seating capacities. There are
private companies who specialize in retrofitting
vans to accommodate wheelchair usage. Be-
cause vans are large, heavy, complex vehicles,
they are by nature expenstve to own and main-
tain. Adding features such as raised roofs,
larger air conditioner units, wheelchair lifts
and tie-downs only makes for more involved
maintenance issues,

There are a number of ways to load a pas-
senger in a wheelchair onto a van. The simplest
is touse aramp and push them on. Most peopile
prefer an automatic hydraulic lift.

Lifts can be dangerous. They must be oper-
ated with care and concern for the passenger’s
safety at alltimes. The personin the wheelchair
must be securely on the lift platform with the
wheelchair brakes firmly applied. The operator
must stay physically near the passenger as the
lift is operated.

It is critically important to have lifts serviced
by knowledgeable, competent professionals.

Ifyoudon't need to purchase vans with lifts,
youmay want to lease them. The Mile High Red
Cross chapter leases their vans. Their contract
includes a maintenance agreement. They feel
this is no more costly, and much easier to
manage, than purchasing a fleet of vans. They
may be right. It is certainly something to con-

sider if you must use vans.

And finally, if you operate agency-owned or
leased vehicles, it is likely you can purchase gas
at a discount from your Department of Public
Works or local transit agency.
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Scheduling and Dispatching Rides

The basic concept of scheduling and dis-
patching rides is simple. Someone asks you for
a ride and tells you when and where they want
to go. You pick them up, deliver them on time,
and take them home. You've scheduled, dis-
patched, and completed a ride.

Volunteer transportation programs typically
operate in one of two ways:

1. A volunteer is assigned in advance
to one passenger, usually for a long
trip. They pick up the client at the
appointed day and hour, take them
to the doctor or wherever, wait for
them and take them home. This
method is most commonly used for
rural transportation. It is the sim-
plest and easiest-to-manage form of
volunteer transportation.

2. Volunteers pick up passengers on
pre-scheduled routes, or on aradio-
dispatched, same-day basis. The
driver does not wait for the passen-
ger to complete their appointment
but goes on to pick up other passen-
gers. That driver may or may not go
back to pick up the passenger at a
latertime, depending on which driver
is closest when the passenger is
ready to return home. This method
is commonly used in urban settings
where large numbers of rides must
be delivered each day.

The second option is obviously the more
complex and demanding as far as scheduling
and dispatching is concerned. Volunteer Wheels
employs bothmodes because we provide a rural
and an urban service,

Most rural systems function best on an ad-
vance-reservation basis so the scheduler has
the time in advance to arrange for a volunteer
driver, Urban programs operating in the second
mode must decide if they want to schedule the
rides in advance, or provide same-day service.
Some prefer to do a combination of both; some
tend strongly in one direction or the cther. Each
method has advantages and disadvantages.

Advance-Reservation Scheduling

The drawbacks to scheduling all rides in ad-

vance are.

1.

The scheduling system must be
relatively sophisticated.

. Agreat deal of time and effort willbe

spent scheduling rides and keeping
up with all the changes.

There will be cancellations and no-
shows, especially if your clients are
elderly and frail. It is difficult for
them to predict their health with
any certainty days in advance of
their ride. The farther ahead you
schedule, the bigger the potential
problem. Volunteer Wheels sched-
ules up to two weeks in advance. To
control cancellations and no-shows,
we call the clents the day before
their ride to confirm, which only
partially solves the problem because
the confirmation callis stillmade 24
hours in advance of the ride.

4, The clients must anticipate their

needs well in advance. If an unfore-
seen need for transportation arises,
they may have no other option but
to call a cab, if indeed they are able
to ride in an auto and don’t need a
lift-equipped van.

The benefits of advance scheduling are:

1.

Your daily trip-load is known in
advance.

. You can plan ahead for how many

volunteers you will need each day.

It allows for efficient routing of driv-
ers to conserve mileage.

The passengers can plan ahead,
knowing that their transportation
has been arranged.

. Your drivers do not have to be in

radio or telephone contact because
they leave the office with their entire
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list of rides. This is important for
programs whose volunteers drive
their own cars without two-way ra-
dios. {(However, Volunteer Wheels
provides each volunteer with a pag-
ing device to be able to inform them
immediately of cancellations and
changes in their schedules. This is
preferable but not essential.)

Same-Day Scheduling

With same-day scheduling, the only rides
scheduled in advance are those which repeat
every week. It only makes sense to schedule the
on-going rides in advance. All other trip re-
quests are dispatched on the day the ride is
needed. The drawbacks of same-day service
are:

1. You will need a sophisticated dis-
patching system, particularly if you
are providing numerous rides. You
must devise a method to track the
location of each vehicle so it can be
dispatched to the next nearest pick-
up point when available. There are a
number of ways to do this. The most
common is to use a wall-size city
map and move magnetic pegs or
stick pins around as the vehicles
circulate through town,

2. You will spend a great deal of time
and effort dispatching,

3. It isn't always possible to route the
drivers efficiently because you are
responding to needs as they arise,

4. 1t is difficult to plan for how many
volunteer drivers will be needed each
day unless your daily trip loads are
very predictable. (Volunteers do not
like to sit idle, and are likely to quit
if not well employed.)

5. You will need to be in radio or tele-
phone communication with each
driver.

6. The client cannot plan their trans-
portation in advance with certainty.,

The benefits of this mode are:

1. You will experience little or no diffi-
culty with cancellations and no-
shows,

2. The client can call on the day they
need a ride without having to plan
their transportation in advance.

3. Your scheduling system canbe very
uncomplicated.

As you can see, there is no clear advantage
to one scheduling mode or the other. However,
the choice is an important one and needs to be
considered well, taking the various factors and
the advantages and disadvantages into consid-
eration,

If your system is very small, you can experi-
ment and see which scheduling and dispatch-
ing modes fit your needs best.

Most small to mid-size systems schedule the
take-out rides in advance and ask the passen-
gers to call the office when they're ready to go
home. Volunteer Wheels used to function like
that. The dispatcher then recorded the pick-up
requests when the clients were finished with
their appointments and dispatched the next
available drtver.

This worked well in the early days when we
had very few passengers. It did, however, re-
quire a very active and skilled dispatcher to
coordinate the pick-ups with the available driv-
ers,

As we grew, this method of dispatching
became a bigger and bigger challenge. On some
days, it was virtually unmanageable. At times
we experienced dispatching gridlock. All too
frequently ten or fifteen passengers were de-
layed for one, two, or three hours because their
return ride requests bunched up at the end of
the day when we had the fewest available driv-
ers.

Our solution was to pre-arrange both legs of
the journey. There were real fears this wouldn't
work because doctors can often be so unreliable
with regard to seeing their patients on time. Qur
response was to anticipate these delays and
pad the schedule a bit. Padding the schedule
works well most of the time.
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Pre-arranged returns have eliminated the
nightmare of dispatcher’s gridlock by making
our schedule much more predictable. It re-
duced the dispatcher’s role considerably and
put the burden almost entirely on the schedul-
ers, Wefound we had to computerize our sched-
uling system to accommodate the additional
scheduling activity. We also had to shift from
volunteer schedulers to paid schedulers. How-
ever, this was a good solution for Volunteer
Wheels. It brought order to what had become a
somewhat chaotic environment due to our size
and complexity.

The Mile High Chapter of the American Red
Cross has another wrinkle to add to the sched-
uling and dispatching discussion. They ask the
doctor's office to call their office and schedule
all the rides for the clients, rather than asking
the passengers to call and schedule their rides.
This they feel is easler on everyone and more
efficient. It is an idea well worth considering.

The information that needs to be recorded
when scheduling a ride will vary from program
to program, One thing that never varies is the
paramount need for accuracy. Make certain
your information is complete and accurate. If
you schedule rides in advance, you will need a
facfle method for cancelling and re-shuffling
rides and client information. Here is a sample of
the form we used at Volunteer Wheels when we
scheduled by hand.

Appt.Time: Client:

9:00 Bob Johnson 578-3200

No.of people: 2 4256 14th St. Driver's initials;

Wheelchair: yes Santa Rosa To: bw From: ac

Scheduler's init.; Destination: Called:12:05

ds Dr. Smith Dispaiched: 12:30
2200 Apple Way  Pick-up time: 1,00
Santa Rosa

This scheduling system allowed us to sched-
ule the take out and dispatch the return on the
same form. The time the client called to go home
was recorded by the dispatcher. When a volun-
teer driver telephoned the office they were told
which client to pick up (the volunteers had been
given a list of all the rides that day to refer to for
addresses and so forth). The time the ride was
dispatched was recorded by the dispatcher. At
the end of the day when the driver returned to

the office we would record the actual pick-up
time. In this way we tracked the time intervals
involved.

We printed label copies of this form with
stick-um on the reverse side. When there was a
cancellation or a change, we pasted over the
cancelled ride so a new one could be scheduled
in its place.

Changing to entirely pre-scheduled rides
meant that the take-out and returnrideshad to
be scheduled separately by hand. This proved
unmanageable, so we decided to computerize
our scheduling system.

Computers are usefulwhen processing great
amounts of rapidly changing data. In many
ways, specialized transit is a perfect application
for the computer's ability to process informa-
tion. But beware: computers have the remark-
able ability to make your life easier and harder
at the same time. The rule of thumb: don't
computerize untilyou have to. Volunteer Wheels
needed to computerize when our annual trips
exceeded 30,000. It is difficult to establish a
certain number of rides as the benchmark
because programs differ so greatly.

Here is a sample computer scheduled ride.

Appt. Client Name  Pick-up Drop-off
900 Smith, Fred Home National Dental
(707)544-001  1916Broadway 1200 Main St.
Sanla Rosa Sania Rosa
Ambulatory rating: A Cross St.: 4th
{ability to getin G9(mapgrid} H8
and out of cars.) Trip notes: at the back door

Trip ref: 10:30 (the retum time}

This ride describes picking up the passen-
gerat home and dropping him off at the dentist.
The return ride (scheduled for 10:30) will ap-
pear in the 10:30 time slot with ail the same In-
formation, except the pick-up and drop-off are
reversed.

The advantages of the computer are:

1. The client list is on a permanent
data base.

2. Names and home addresses don't
have to be re-coplied each trip.

3. Rides can be created and erased
with relative ease.
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4. Ridership statistics are compiled
easily and accurately, (The com-
puter could keep track of our main-
tenance records as well, if our fleet
size warranted it.)

5. Special information about the client
or the specfific trip can be added or
deleted easily.

When we decided to computerize our first
step was to form a commitiee composed of
Volunteer Center Board members and com-
puter experts from the community. Three years
were spent meticulously researching available
software and hardware to see if we could find
something to sult our needs. We discovered
that creating our own software program from
scratch was financially prohibitive. We could
not find any “off-the-shelf” software that com-
plemented our program design.

Finally we discovered a generic software
program developed by the Urban Mass Trans-
portation Administration. It provided a basic
format which we spent many, many hours re-
designing and modifying. Fortunately, cur pro-
grammer worked as a quasi-volunteer, charg-
ing a significantly reduced rate. If we had had to
pay the going rate for professional program-
ming we could not have afforded it.

When all the modifications were in place we
switched from hand scheduling to computer
scheduling, In our very first year we had a full
10% increase in rides. That's over 3,000 rides
we weren't providing because we couldn’t
manage our information as well by hand!

But a computer is not a genie in a lamp.
Once you decide to switch from hand schedul-
ing to computerized scheduling you have en-
tered a new silicon reality with its gwn rules, its
own vocabulary, and its own challenges. There
will be much to learn.

There are now software programs that can
be purchased “off-the-shelf” designed specifi-
cally for specialized transit. But beware: they
may not exactly suit your needs and you still
may have to do expensive modifications. Buy-
ing hardware is a complex and difficult task, as
well. Your hardware and your software must
match. It is better to listen to a trusted advisor
than an eager salesman when choosing hard-
ware.

When your computer breaks down, you will
probably experience a great deal of confusion
and discomfort. The Volunteer Wheels power
supply degenerated recently and destroyed our
hard disk. It took three months of shipping
computers from here to Los Angeles, while
using various loaners, some of which were
faulty themselves, before the problem was
resolved. In the meantime, while we could still
schedule rides, in order to compile our monthly
statistics we had to count all our rides by hand.

Typically, systems that provide less than
100,000 trips a year need soltware that con-
tains only their client’s data and enables them
to schedule rides (in other words, a daily listing
of rides). The routing is done by hand. Very
large specialized transit systems (not the norm
in volunteer transportation) may choose to
spend the tens of thousands of dollars required
to purchase software that routes the daily trips
as well.

If you need to computerize to manage your
information, you probably will need at least twa
terminals. There are two ways to do this:

1. Buy software that networks {more
than one terminal accessing the
same data base).

2. Do your scheduling on one termi-
nal, link it with a cable to another
terminal and then shift all the data
to the other terminal two or three
times a day to keep it updated.

A skilled programmer can set up either op-
tion. Volunteer Wheels chose the second op-
tion, linking two terminals with a cable, It
works guite well and is simpler and less expen-
sive than networking,

Whether or not you schedule with comput-
ers, remember, the entire purpose of schedul-
ing and dispatching is to support the driver in
delivering the right person to the right place at
the right time, Design whatever system you
need to accomplish that purpose and modify it
as your needs change.

A final word on getting started. Before you
deliver your first ride, devise an adequate sys-
tem for keeping track of your rides. It will be
important for you to know who you took, where
you took them, and how many of themyou took.
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Your funding sources may require additional
information. Even if you have no reporting
requirements, keeping track of your rides is an
important management tool to audit your ac-
tivities and your progress.

Also, take a photo of your first ride. Down
theroad it will bring back fond memories. You'll
‘be glad you did!

These are some of the essential things to
consider when starting a volunteer transporta-
tion program. To succeed, the program man-
ager must acquire a thorough knowledge of vol-

' unteer recruitment, volunteer management,
| and risk management as well,

When just getting started one needn't have
mastered all of the esoteric in’s and out's of
recruitinent and management. As the program
succeeds and grows, so will the questions and
challenges. Some or all of the information in the
remaining chapters of this book, representing
many years of trial and error, will become quite
i useful in sustaining success and expanding
| upon it.
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Chapter Three

Safety First:
Insurance and Risk
Management

Risk, the possibility of loss or injury, is part
of transportation. You never eliminate risk. You
manage risk, as best you can.

David Burton (president of Burton and As-
sociates, a paratransit consulting flrm) de-
scribed risk management in the December '88
issue of the Community Transportation Re-
porter as follows:

Transit managers often find the term
“risk management™ intimidating. The
process, however, should simply be
viewed as another way of examining
available data and system resources.

In its publication “Public Transit Risk
Management,” the Urban MassTrans-
portation Administration (UMTA) has
described risk management as the
identification, measurement and
analysis of risk; the elimination or re-
duction of hazards; the assumption or
insurance of the risk; and the estab-
lishment of a loss control program.

A risk manager is anyone managing a
transit operation. Virtually no aspect
of transit operations is unaffected by
the risk management process. Unfor-
tunately, no other area of transit man-
agement is as fragmented as risk man-
agement.

Effective iskmanagement is supported
by specific policies and begins with the
collection, analysis and dissemination
of good information.

Risk management is divided into seven cate-
gories:

Philosophy.

Driver Training.

Vehicle Maintenance.
Driver Screening.

Driver Licensing,
Passenger Responsibility.

Mo L

Insurance.

Philosophy

Your maxim must be: Safety First. Making
safety your number one priority establishes the
basis for effective risk management, It sets the
goal to live by. It makes daily problem solving
easier because priorities are not confused when
a fast decision must be made. Most impor-
tantly, making safety the number one priority
places the well-being of passengers ahead of
daily trip counts or other performance indica-
tors.

Driver Training

Train your volunteer drivers well. Even if
you experience high turnover, you must still
train each new volunteer carefully and consis-
tently. Insurance companies will require that
volunteer drivers follow the same training and
risk management procedures as paid drivers.

Make certain your volunteers know how to
safely operate whatever vehicle they will drive.
Provide training in first aid and CPR. Insist that
seatbelts be used at all times and that safety
seats are available for small children.

Giveyourvolunteers a handbook that states
your policies and expectations clearly. Many
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programs give their volunteers ajob description
as well. Introduce them to the office staff and
perhaps assign another volunteer as a “buddy”
on their first day of driving. This helps them feel
welcome—a part of the team.

Offering defensive driver training is essen-
tial to a good risk management plan. Such
courses may be available from your state's
Department of Transportation or your insur-
ance company. Custom design a training for lift
operation, wheelchair tiedowns, radio proce-
dures, and soforth. Provide this training hands-
on by an experienced, trusted driver. Empha-
size the preventability of crashes.

With respect to preventability, The Ameri-
can Red Cross recently published a report en-
titled "Guide to Comprehensive Community
Occupant Protection Programs.” In it they state:

¢ Motorvehicle crashes are the fourth
leading cause of death and crippling
injuries this country faces today.
They fall into the same class as
heart disease, cancer, stroke, and
AIDS. Car crashes kill ten times as
many children as all the diseases
they are immunized against, The
common theme among all of these is
preventability.

* In discussing the concept of injury
prevention and control as a pro-
grammatic intervention, it {s impor-
tant to understand the confused
use of the term “accident.” Accord-
ing toWebster, “accident” means lit-
erally, “an event occurringby chance
or arising from unknown causes.”
Yet, we routinely apply this term to
events which are fully explainabie
and whose causes are known with
great certainty.

¢ Consider the term “accident” as it
applies to automobile crashes, Al-
though we often refer to crashes as
“accidents,” such events are pre-
dictable, given certain information,
and most are preventable. For ex-
ample, if a person consumes a cer-
tain amount of alcohol, and contin-
ues to drive an automobile, a crash

becomes a predictable event. The
action dictates the probability of
such an event. Similarly, if someone
enters a motor vehicle and does not
use a safety belt, that individual has
taken an action designed toincrease
the probability of serious injury in
the event of a crash.

By applying the term “accident” to
such actions and events, the cause
and effect relationship is dismissed,
thereby eliminating the need to do
anything about the situation.

When individuals acknowledge the
existence of prevention technology,
then they acknowledge their ability
and responsibility to solve such
problems.

Vehicle Maintenance

If you have volunteers who drive their own
cars, you rely on them to maintain their cars
properly. (However, you may wish to safety
inspect their cars periodically after their initial
road test.) Vehicles your agency owns or leases
are your responsibility. Regular service should
be performed every three to five thousand miles.
It is important to use competent mechanics
who emphasize preventive maintenance. It is
equally important for drivers to listen for the
subtle groans which presage mechanical fail-
ures, and to report any suspected malfunction
to the program coordinator.

Nipping mechanical problems in the bud
saves you money. Drivers should fill out a
vehicle maintenance check list each time they
drive (See sample in Appendix). It must be
carefully read by the risk manager. This check
list covers the basics such as water and oil. It
also provides an opportunity for drivers to jot
down suspected mechanical problems, know-
ing their comments will be read and heeded.
This is an essential risk management tool for
maintaining a healthy fleet. It is an tmportant
volunteer management tool as well. If the driv-
ers know their observations are respected and
their equipment is being maintained safely they
willhave much greater loyalty and appreciation
for the program.,
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Those interested in more detailed informa-
tion about van maintenance are advised to
request a copy of the Maintenance Manager's
Manual for Small Transit Agencies, It was pre-
pared for the Ohio Department of Transporta-
tion by ATE Management in Cincinnati, Ohio.
Single copies of this report are available to
support state and local officials at no charge.
Send a self-addressed mailing label to the Tech-
nology Sharing Program (DRT-1), U.S. Dept. of
Transportation, 400 Seventh St. S.W., Wash-
ington, DC 20590. Please note the report's title
and document number (DOT-T-88-08) when

ordering.
Screening Drivers

Good driver screening makes good sense.
Any program that is casual about driver screen-
ing is playing Russian Roulette. The old adage,
“an ounce of prevention is worth a pound of
cure,” applies here. If you have an unfortunate
accident and your records show a casual atti-
tude toward driver screening, it can put your
agency in a very unfavorable light.

Specialized transit drivers must have good
driving records. Standards will vary from agency
to agency, but a good rule of thumb is: no
drunken driving or reckless driving convictions
in the last five years and no more than two or
three moving violations and at-fault accidents
in the past three years. Some agencies allow no
more than two moving violations and one at-
fault accident. Some are more lenient; some
much more strict. This is a matter for your
Board of Directors to decide, unless your insur-
ance company has established minimum guide-
lines you find acceptable.

In every case, procure the driver’s motor
vehicle record from your state department of
motor vehicles before you allow a new driver to
participate in your program. You may also wish
to create a simple road test to ascertain basic

driving skills.

In California a driver can purchase a copy of
their current motorvehicle record (MVR) for one
dollar at the Department of Motor Vehicles
(DMYV). Since lines at DMV offices can rivalfood
lines in Moscow, prospective volunteers often
gasp when asked to go there. Consequently,
Volunteer Wheels chooses to pay a fee to a

company who issues MVR's directly to our
office.

Volunteer Wheels monitors driving records
every two years for volunteers driving their own
cars. We also subscribe to an incident by inci-
dent DMV pull-notice program for those who
drive our vehicles, For afee, the DMV notifies us
whenever a van driver has a ticket or accident,

Because we want to be assured that every
volunteer driving their own car has insurance,
we make a xerox copy of their insurance policy
cover page, which includes the limits they carry
and their annual renewal date.

Licensing Drivers

With respect to special licensure, every or-
ganization must comply with state law. In Cali-
fornia, Class B licenses are required of drivers
of vehicles which are configured to transport
ten or more passengers (not counting the driver).
Some agencies have vans that carry fewer than
1Q passengers and so their volunteers do not
need a special license,

Volunteers driving their own cars for a vol-
unteer transportation program require no spe-
cial license in California.

Passenger Responsibility

Passengers play a key role in risk manage-
ment. They must be willing to wear seat belts for
the entire ride. They must not stand up before
the vehicie comes {o a complete stop, and they
must not be an undue distraction to the drivers,

Passengers have other responsibilities which
they should know about before they ride. A good
way to inform them is to create a list of passen-
ger responsibilities which they can read.

High risk passengers may be asked to sign
a reiease-from-liability form, should unusual
difficulties arise specific to the individual's
medical condition.

Insurance

To insure means to make certain by taking
necessary measures and precautions. Insur-
ance companies actually don't insure. They
underwrite. They assume a certain amount of
your financial risk for a fee, Finding a company
to underwrite your agency against catastrophic
loss is an important element of risk manage-
ment.
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Typically, agencies also look to insurance to
pay for stolen stereos, broken windshields, and
fender benders. By and large it doesn't make
good financial sense to insure against inexpen-
sive loss or damage. On the average, much
more will be paid to insurance companies over
the years thanis ever paid backfor petty claims.
Therefore, high deductibles with lower premi-
ums, combined with effective risk manage-
ment, is the best plan. The agency insures itself
for petty losses and turns to the underwriter
only when faced with a major loss.

Choosing an insurance broker to help you
find an appropriate underwriter can be exas-
perating or rewarding depending on the condi-
tHon of the private insurance market. In a so-
called soft market, insurance is readily avail-
able at competitive prices. In a hard market,
you may find yourself shut out, unable to pur-
chase insurance at any price.

Over the years, the insurance industry has
gyrated between soft and hard markets, like a
person with an eating disorder who alternately
starves and binges. We all suffer because of this
chronic instability. Sometimes rates ge up,
sometimes down, but the long-term net effect is
ever higher premiums coupled with stricter
underwriting requirements.

Tobe fair to the insurance industry, the spi-
raling cost of vehicle insurance is not all their
fault. In my opinion, this is a society-wide
problem caused by many factors including, but
not limited to, poor management policies within
the industry, Exorbitant attorney’s fees and
jury awards, theft, ineffective risk manage-
ment, and questionable insurance claims fan
the flames of rising insurance costs.

If we are to solve this problem, our whole
soclety must participate. Placing the blame on
one party alone is unfair and unproductive. We
must reassess our ethics, from government to
industry to the family, making a collective
decision to promote fairness and honesty at the
expense of selfish profiteering.

Priorto 1985 when volunteer transportation

was discussed, recruftment was always the hot -

topic. The insurance crisis of 1985 changed
that. Now insurance is on everyone’s mind.
Whenever volunteer transportation comes up,
the first question i1s: “How do you get insurance
coverage for volunteers?”

Actually, little changed in the ‘80’s other
than the astronomical price escalation and
tightening of availability which affected every-
one.

The insurance industry has never been
greatly concerned with differentiating between
paid and non-paid drivers. By and large they
still aren’t, as long as all drivers have clean
driving records and follow professional risk
management procedures,

Unless there are poor loss-histories or high
numbers of moving violations and at-fault
accidents, volunteers are as insurable as paid
drivers. If your program has had difficulty get-
ting insurance because you use volunteers,
shop around. Chances are you will find a
company to underwrite your program at a fair
market price. Alternatively, you may wish to
band together with other providers to form a
statewide self-insurance pool, which has been
done successfully in Wisconsin, Illinois, and
California.

Volunteer Wheels helped establish the pool
in California with a task force composed of
members of our statewide association. This
pool is called the Paratransit Insurance Corpo-
ration. It began providing coverage to nearly
one hundred specialized transit agencies July
1, 1988. (The address and phone number of the
Paratransit Insurance Corporation is included
in the Appendix.)

For years we in California had been led to
believe that specialized transit is a “high risk”
industry. This was evidenced by the high pre-
miums we were paying insurance companies.

One of ourtask force’s first steps was to con-
duct an independent study of the actual loss
histories of specialized transit agencies in Cali-
fornia. We discovered that, historically, special-
ized transit has been a “good” financial risk!
Encouraged by this knowledge we proceeded
with confidence to form the pool.

The agencies thatjoined the pool have agreed
to continue to pay strict attention to safety, and
to improve their risk management procedures
whenever possible. Because of this, the Para-
transit Insurance Corporation ought to be able
to provide stable insurance to its members at
decent rates for years to come, even in the event
of another insurance crisis. Indeed, the first full
year of coverage was a financial success.
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While insurance companies don't often dif-
ferentiate between volunteers and paid person-
nel, they do routinely refuse to insure drivers
under 25 and over 65 years of age. In the past,
Volunteer Wheels has had to pay a $5.000
surcharge just to retain older drivers, regard-
less of health, emotional stability, references,
driving records, or any other pertinent factual
data.

Age restrictions may not have a major im-
pact on operations with paid drivers. However,
age restrictions are a serious problem for volun-
teer transportation because we rely so heavily
on retired drivers. The industry-wide concern
about older drivers is especially galling because
there is factual data to refute the myth that
drivers over 65 represent a significantly higher
risk than middle-aged drivers.

Recently published research by the Trans-
portation Research Board, National Research
Center, reports that “most older drivers have
good driving records. Up through age 75, most
older drivers appear to perform as well as
middle-aged ones.” They goontosay, “Because,
for any individual, age is a poor predictor of
performance, age alone should notbe the basis
for restricting or withholding driver's licenses.”
A major insurance company helped fund this
study. As it becomes more widely read we hope
to see positive changes in the insurance indus-
try's attitude toward older drivers.

On the other hand, it is not correct to sug-
gest that age is never a safety factor or should
be blindly overlooked. In fact, the research
clearly indicates that drivers over 75 should be
monitored carefully, However, undue emphasis
should not be placed on chronological age.
“Functional age” is the key factor, Functional
age judges an individual's health, motor vehicle
record, and other performance measures in-
stead of the sum of birthdays.

If you begin to doubt an older driver’s road
safety, examine the evidence carefully. Don’t
deny or ignore, but don’t jump to hasty conclu-
sions either. Document all pertinent facts. If
necessary, audit a driver's performance by
contacting passengers. Let the clients know it is
a routine audit so that you don't raise alarm.

If you do conclude that a volunteer is no
longer functionally capable of driving safely,

you must find a way to inform him. This is
difficult, especially if volunteering is a central
activity in his life. It is an understatement to say
that tact is in order. It goes beyond tact, espe-
cially since you have probably developed a close
personal relationship with this individual. Be
gentle. Let the volunteer know you are con-
cerned about his safety as well as the passen-
ger's. Explain the substantial amount of iabil-
ity involved in a program like this. Explore other
volunteer opportunities together. Do what you
can to soften the blow, but keep to your decision
if it is well-founded.

Dealing with functional age and road safety
is an on-going concern whether or not volun-
teers drive their cars or your vans. If they are
driving their own cars it is important for your
agency to provide excess insurance that acts as
a rider to the volunteer's primary coverage.
Typically this is an additional one million dol-
lars of liability coverage. It is usually very
inexpensive to add this “non-owned auto” cov-
erage as an addendum on the agency’s general
lability policy. In California this low-cost insur-
ance can be purchased from the Volunteer
Insurance Plan. (See Appendix for address and
phone number.}

Volunteers driving their own cars will often
ask if this activity will cause their insurance
premium to rise. In most states, the standard
practice of the insurance industry is to permit
volunteer driving {with no premium surcharge),
as long as the volunteer is not driving on a “for
hire” basis. For hire means making a profit—a
taxi company, for example. Receiving mileage
reimbursement is not considered making a
profit because mileage reimbursement only
covers actual auto expenses. Likewise, accept-
ing fares or donations and turning them over to
anon-profit agency does notconstitute for-hire.

If the insurance industry in your state does
not allow volunteer driving, the question ought
to be asked “How does this differ from taking a
neighbor to the doctor?” If they point to fares or
mileage reimbursement, question their defini-
tion of “for hire.” If their position is intractable,
gotoyour state legislators. Askyour lawmakers
to create a workable definition of volunteer
transportation by which the insurance indus-
try must abide.
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Occasionally a prospective volunteer will
contact their insurance agent to see if driving
for Volunteer Wheels will impact their coverage.
Typically the agent will have never answered
this question before. They will therefore take
the conservative stance and tell the volunteer
not to drive for fear of risking higher premiums.
This is wrong advice based on inaccurate as-
sumptions about the nature of volunteer driv-
ing. The driver, however, fearing the loss of his
vehicle insurance at worst or higher premiums
at best, will call us and withdraw his offer to
volunteer.

It generally takes one to two weeks to
straighten everyone out. Typically the manager
or owner must be reached. Eventually, some-
one in authority who understands the question
gives the right answer and the volunteer is as-
sured that he or she can drive for Volunteer
Wheels. This is an exercise in patience. Our
patience is tried in this manner two or three
times each year, always with the same posttive
outcome, fortunately.

Conclusion

Insurance and risk management are not
glamorous, attractive topics. Most of us in this
business have had to learn more about insur-
ance and risk management than we everwanted
to. Nevertheless, these are fundamental issues
that impact the overall health of our programs.
These concerns can neither be avoided nor
tossed lightly aside.

Insuring that your program has taken rea-
sonable precautions against risk is the man-
ager's first priority. However much you may
want to blaze innovative tratls, you will find no
time for creativity if you're putting out fires day
in and day out for lack of sufficient risk man-
agement.
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Chapter Four

Recruiting Volunteer
Drivers

“How do you recruit volunteer drivers?” is
frequently asked by people curious about start-
ing a volunteer transportation program. The
implication is they would start a service if they
felt confident somehow in their abilities to
recrult volunteers. Successful operators ask
the same question from time to time when their
tried and true recruitment methods no longer
work.

The question of how to recruit volunteer
schedulers and dispatchers 1s not addressed
herein because they are a more “typical” volun-
teer, There are many books on volunteer re-
cruitment that will serve well. For a comprehen-
sive list of books and materials on volunteer-
ism, contact Heritage Arts Publish-ing, 1807
Prairie Ave., Downers Grove, IL. 60515. Or
write to VOLUNTEER - The National Center
1111 N. 19th St. Suite 500, Arlington, VA
22209. Request their “Volunteer Readership”
catalog. It is described as “a resource to help
volunteer managers and leaders do their jobs
better.”

Recruiting volunteer drivers is commonly
accepted as one of the more difficult recruit-
ment tasks. This is because the volunteer is
asked to operate a vehicle, which raises issues
of personal safety and Hability. Driver recruit-
ment therefore requires special knowledge and
expertise unique to volunteer transportation.
How to recruit volunteer drivers is described in
depth in this chapter.

While people of all ages and walks of life
enjoy volunteer driving, the most common vol-
unteer driver is a retired man. Retired military
men seem particularly well-suited to this activ-
ity. In fact, if you have a military base in your
town, with an ample number of retired military,

you are likely to succeed with volunteer recruit-
ment.

However, stating that retired men are the
most likely volunteer is a generality with nu-
merous exceptions. For example, the Sonoma
County Unit of the American Cancer Soclety
recruits mostly women. Recently Volunteer
Wheels has been attracting larger numbers of
young mothers who sometimes take their in-
fants with them when they drive. So don't rule
out any likely segment of your population when
recruiting volunteers.

Since 1975 Volunteer Wheels has had over
600 different volunteer drivers come in and out
our door. Currently we have over 100 active vol-
unteer drivers. Qur normal attrition requires us
to attract a minimum of 30 - 40 new volunteers
a year. Every program using volunteer drivers
has an ongoing need for new volunteers, differ-

ing only in degree of need.

Let's look first at what motivates a volun-
teer. Altruism usually comes to mind...but al-
truism is only part of the story, as Dr. Thomas
Hood and Linda Geiss in The Volunteer Trans-
portation Program point out:

It is a popular assumnption that the
primary motivation (need or desire)
for doing volunteer work is altruistic
in nature, i.e. a desire to help oth-
ers. However, studies of volunteers
have shown that there is a wide
range of motivation for doing volun-
teerwork. Ofthese motivations, self-
directed or self-serving motives are
as important, if not more important,
than other-directed or altruistic
motives. Some of these self-serving
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motives for volunteering are tomeet
people, to gain status or recogni-
tion, to get out of the house, to gain
jobexperience, tooccupy spare time,
to fulfill job obligations, to share
social activities with friends, to
acquire new knowledge and skills,
to help make decisions about future
careers, to gain an increased sense
of self-worth, to be doing something
worthwhile, to have new experience,
to meet new people, to feel useful
and to reduce loneliness and isola-
tion.

Multiple motives create many varied oppor-
tunities for attracting volunteers. Understand-
ing these motivations is the key to successful
volunteer recruitment.

If what motivates a particular volunteer
driver were broken down by percentages of
desires and needs it might look something like
this:

s 20% altruism, desire to improve
soclety

¢ 15% desire to be productive

* 10% desire to assuage guilt, make
points with God

» 208% desire to socialize
= 15% desire to get out of the house
s 10% desire for enhanced self-worth

» 25% desire to enjoy oneself, to feel
good

Of these motivators, one of the most impor-
tant is the desire to enjoy oneself, to feel good.
While every volunteer will have different moti-
vations in differing degrees, nearly every one
will expect to derive some enjoyment from the
experience.

People are eager for well-being. They want to
enjoy their activities, especially their elective
ones. Volunteer transportation can help satisfy
that desire.

Every manager interviewed claimed their
drivers derived great pleasure from driving.
This is underscored by the remarkable number
of years many have served. At Volunteer Wheels,

for example, some drivers have been with the
program since its inception in 1975, Mile High
Red Cross has volunteers with 20 and 30 years
of tenure! Pat Loose of Mile High Chapter, said,
“Most If not all of our volunteers would give a
written affidavit that they get more than they
give.”

The following true experience of a Volunteer
Wheels driver amply demonstrates the goed
feelings asscciated with volunteer driving...

She was a small quiet senior citizen
among others with a pleasant face,
waiting patiently for her next adven-
ture, a ride to the rather plain sterile,
dull residential care facility she now
calls home. When I called her name
she smiled and came forward trust-
ingly like a child. I opened the car door
and she entered with a graceful poise,
thanking me for my assistance. Aftera
quiet but pleasant drive, we arrived at
her residence. Her eyes brightened. I
could tell she saw it with different
eyes. To her, this wasn't a dull, drab
facility; it was her palace.

AsI helped her out of the car she gave
me the most beautiful smile. Then
taking my hand she kissed it in the
most innocent and giving expression
possible. The dignity of her heartful
thank you touched me deeply. It left
me speechless and humbled.

I always end each day of volunteering
feeling accomplished and satisfied that
I have helped needy and appreciative
neighbors, My own problems seem
less serious and my overall well-being
is always much improved. Never more
than after this day. That kiss will
remain with me always as a reminder
of how we touch lives with simple
attention and kindness and how much
it is appreciated.

The idea of feeling good even extends to
physical well being. An article entitled “Helpers
High” by Allan Luks, Executive Director of the
Institute for the Advancement of Health in New
York City, appeared in the October 1988 issue
of Psychology Today. Mr. Luks reported;

Page 36

© Studebaker 1990: Succeading with Voluntesr Transportation



S e T F

* People who exercise vigorously often
describe feeling high during a work-
out—and (feel) a sense of calmness and
freedom from stress afterward. New
evidence reveals that these same emo-
tional and physical changes can be
produced with activity requiring much
less exertion—(that of) helping others.

¢ An analysis of the experiences of more
than 1,700 women who were involved
in regularly helping others highlights
these surprising effects. Inmany cases,
this “helper’s calm” was linked to relief
from stress-related disorders such as
headaches, voice loss, and even pain
accompanying lupus andmultiple scle-
rosis. The increased strength and high
may result from the release of endor-
phins, the body’s natural pain-reduc-
ing chemicals.

* Following the helping, many of the
women reported a greater calmness
and an enhanced self-worth. One eld-
erly woman wrote that she found doing
something nice for someone actually
snapped her out of periods of depres-
sion. Another reported more self-es-
teem after volunteer work.

Because volunteer driving is so satisfying,
volunteer recruitment can be quite effortless,
especially in small communities where the mes-
sage is easy to carry by word-of-mouth.

The reader might be surprised to hear that
recruiting drivers can be easy. Of the programs
interviewed, Sonoma Care-A-Van, the Indiana
services, and the DeKalb Volunteer Center are
particularly successful with volunteer recruit-
ment. Not only are their volunteers relatively
easy to recruit, they tend to drive for many,
many years once recruited. Because these vol-
unteers can honestly and enthusiastically com-
municate their enjoyment to their friends and
neighbors in their small towns, word-of-mouth
is an overwhelmingly successful recruitment
tool for these programs.

For many reasons, volunteer recruitment is
more challenging in heavily populated areas.
Not only are people’s lives more hectic, they
must be willing to fight congested traffic in

harried urban environments. Thesefactorstend
to decrease one's enjoyment of volunteer driv-
ing. Therefore, survival for urban programs like
Volunteer Wheels, Silver Key Senior Services,
and Mile High Red Cross depends upon a
diversified year-round recruitment plan. Word-
of-mouth s still an important tool, but there
must be many other effective tools as well.

Programs involved with year-round recruit-
ing find that no one recruitment effort ever
results in significant numbers of new volun-
teers. These programs employ a variety of tech-
niques with the expectation of recetving a slow
trickle of drivers every month from the cumula-
tive effort.

In the words of Mikki Kraushaar, “Noonere-
cruitment tool will bring overwhelming results.
So consistency is the key. Never let up. Regard-
less of the opportunity, strike at it!” After she
said that she paused and quietly said, “You
never know when you entertain angels un-
aware,”

MARKETING:
The Key to Successful Recruitment

Uncovering all the available recruitment op-
portunities and taking best advantage of them
is the central theme in volunteer recruitment.
The counterpart to volunteer recruitment in the
private sector is called: Marketing.

Human service types (like the author) might
let out a sanctimonious gasp if they have never
heard this comparison before, It is, neverthe-
less, irrefutable. Effective marketing is the key
to successful voluniteer recruitment.You must
vigorously communicate a message that causes
people to volunteer or you will go out of busi-
ness.

Those unfamiliar with marketing need not
despair. There are a variety of time-tested
marketing techniques which can be learned
and applied to your specific environment.
Obviously one doesn't go about selling volun-
teerism like beer, Big time corporate advertis-
ing is usually impractical and inappropriate for
volunteer recruitment. We need to think small
to be effective. Think grassroots--think real
people.

Jay Conrad Levinson, author and marketer
extraordinaire, calls this “guerilla marketing.”
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In a book by the same title he defines guerrilla
marketing as follows:

Marketing is everything you do to pro-
mote your business, from the moment
you conceive of it to the point at which
customers buy your product or service
and begin to patronize your business
on a regular basis.

Likewlise, a working definition of volunteer
recruitment might be:

Volunteer recruitment is everything you
do to promote your service, from the
moment you conceive of it to the point
at which people willingly decide to vol-
unteer.

These definitions are virtually identical. Nev-
ertheless, mention marketing and people re-
coll, Sue Vineyard underscores this in Market-
ing Magic for Volunteer Programs:

Marketing...by my count that word con-
sists of 9 letters from the English al-
phabet, yet asItravel extensively, train-
ing for non-profit groups, 1 find that
many people are convinced it's a four-
letter word written in some mystical
language.
She goes on to say about marketing and re-
cruiting;

When (an) organizationidentifies aneed
it has for volunteers, it figures out what
value it might offer those volunteers in
exchange for their efforts. The true
‘magic of marketing’ comes when all
parties involved in an exchange rela-
tionship are convinced they have re-
cetved the greatest value.

We who recruit volunteer drivers market an
excellent product. We provide a service which
gives enjoyment to volunteer and passenger
alitke while accomplishing something beneficial
in the community at large. A perfect sale in the
private sector would be one where no one
loses—a fair exchange of value—a win/win.
With volunteer recruitment, win/win is the
norm. Actually the one who gives the most, in
this case the volunteer, ends up getting the
most in the sense of personal satisfaction and
well being,

Karen Trzeciak said it well: “Marketing fsn't
bad. Ilook at the private sector with ad agencies
trying to convince people that one laundry soap
is better than another when there’s really no
difference. We don't have that task. All we have
to do is tell the truth!”

Most programs need some sort of inarketing
strategy. This strategy must be well thought
out. Te understand marketing principles in
detail, read Sue Vineyard'’s bock on marketing
magic and Jay Conrad Levinson's book on
guerrilla marketing. Interestingly, Guerrilla
Marketingnever mentions the word volun-teer.
It addresses itself to developing a market strat-
egy for small businesses such as home typing
services. It nevertheless contains the right stuff
for successful recruitment of volunteer drivers.
Purchase it. Read it carefully. Follow the guide-
lines. They flat out work!

For many years Volunteer Wheels relied too
heavily on one recruitment technique—press
releases in our local newspaper. Ourmarketing
sinew was weakened by our reliance on an
abundant response to each semi-annual press
release. One day we discovered that our paper
hadlost local ownership. The new editor changed
their long-held policy about publishing press
releases for non-profits, making it more diffi-
cult to get press releases to advertise our need
forvolunteers. Lack of media exposure beganto
wreak havoc with our recruitment efforts.

It was small consolation to learn that we
weren't suffering alone. Many other human
service agencies were similarly affected. We all
began looking for other ways to get ourmessage
out. Understandably the competition was flerce
from all these volunteer-hungry agencies.

For two years we struggled. Because we
have a voracious appetite for new volunteers,
each month worsened our predicament.

Fortunately, three things happened inquick
sequernce:

1. We discovered Guerrilla Marketing
and Marketing Magic for Volunteer
Programs which explained how to
create a marketing strategy.

2. We formed a committee of inter-
ested Board members to compose
an effective marketing plan.
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3. The policies at the local paper re-
verted back to what they were ear-
lier and we began to once again
enjoy an excellent relationship with
the local press.

Qur recrultment efforts again began to meet
with success.

En route, we learned two essential lessons:
1. Have amarketing planwhich doesn't

concentrate your message in one
medium.

2, Devise recruitrnent methods that
advertise the program year-round
to create a small but steady influx of
volunteers and keep the program
visible to the public at all times.

To accomplish these goals you need a mar-
keting plan. Levinson explains how to create a
workable and useful marketing plan which
clarifies your market and leads you to the right
marketing tools and techniques.

At the core of a marketing plan are five all-
important questions:

1. What is your purpose?
Who is your audience?
What value do you offer?
What are your tools?
What is the cost?

ook WN

The answers to these guestions will define
your market strategy. Soon thereafter you will
be able to begin tc implement the tools and
techniquesyou have decided are the most likely
to help you achieve your goals.

Some techniques will fail and some will suc-
ceed. With a market strategy, you can logically
build on your successes and learn from your
fatlures,

With respect to failure in marketing, you
soon learn that failure is not failure. Rather, it
is a necessary step toward success. No recruit-
ment effort is ever in vain. Redefining failure in
a positive light virtually assures eventual suc-
cess.

Levinsoninsists that marketing is a creative
process. Not only must we be creative when

designing our marketing tools, we must be ever
alert to new circumstances that could influence
our service. Populations shift, grow older, less
wealthy and more wealthy. Traffic congestion
may get better or worse. Government and in-
dustry can encourage or discourage public
attitudes toward volunteering, and so on.

How do we maintain a creative outlook to
deal effectively with all these changes when
they happen?

Marlene Wilson, author and consultant on
volunteerism says, “an uncreative mind can
spot the wrong answers; it takes a creative mind
to spot the wrong questions.” Learning to ask
the right questionsis the essence of the creative
process. This is true of all creativity, whether in
art, science, or business.

Recognizing that many people feel inade-
quate or underdeveloped when it comes to
invention or originality, Levinson spends time
“removing the mystique from the creative proc-
ess.” He says:

One must think backwards. Start by
picturing the mind of the customer
(volunteer) at the moment that cus-
tomer makes a decision to purchase
(agrees to drive). What led to that deci-
sion? What were the thought proc-
esses? What made them take place?
What were the customer’s buttons and
what did you do to push them? Think-
ing backwards takes you to the needs
and desires that are crucial to motiva-
tion.

Thinking backwards puts you in the mind of
the prospective volunteer. It teaches you to ask
the right questions. Doing so allows you to
imagine what motivates a person to action.
Designing the right tool to match the motivation
becormes relatively obvious. It follows logically.
Use the list of motivations from earlier in this
chapter to stimulate your creativity, Visualize
yourself retired from gainful employment. Now
ask yourself what it would take to convince you
that your needs and desires would be met by
volunteer driving.

We did this exercise at Volunteer Wheels
and learned to think backwards. What resulted
was a successful marketing plan. Even though
recruitment remains an ongoing challenge, a
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good recruitment strategy has made all the
difference. Recruitment is infinitely easier and
more rewarding because we know how to go
about it systematically with a realistic expecta-
tion of success.

In summary, the guidelines for a good mar-
keting strategy are:

1. Diversity—come from many direc-
tions with a diverse marketing plan.

2, Consistency—recruit in some way
every day.

3. Visibility—stay extremely visible; be
the squeaky wheel.

4. Creativity—always keep an eye out
for new, creative ways to get the
message across to the public.

5. Resiliency—view failure as a step
toward success.,

Those who translate diversity, consistency,
visibility, creattvity, and resiliency as: work,
work, work, work, and more work should take
heart. It's not as hard as it sounds.

Admittedly, developing the inftial marketing
plan can be a gut-wrenching creative struggle.
But once you have devised your strategy, you
Just have to stay tuned to the changes in your
community which affect your plan. Do so with
a willingness to try out new ideas and fresh
approaches.

Before we list various marketing tools and
techniques that have worked In communities
across America, it is impaortant to describe how
your office staff ought to communicate with
prospective volunteers.

Everyone who answers your phones or greets
people in your office has a critical role in
successful recruitment. When a potentiai vol-
unteer has made an effort to contact your office,
he or she must receive nothing less than VIP
treatment. If they leave a rnessage, make sure
the information is taken accurately and that
their call is returned as quickly as possible. An
immediate response tells them they are valued.

Perhaps you have enough volunteers at the
moment. Treat all prospects with the same
courtesy, regardless of your current need. If you
don’t have a place for them, suggest another

agency that may be able to put them to good
use. The favor may one day be reciprocated by
that agency.

Interviewing Prospective Volunteers

Only one person should interview a pro-
spective volunteer. Interviewing is asfmportant
as it is difficult to do well. It is a special skill
which needs to be developed to a professional
polish,

An interviewer feels the tug of conflicting
goals: wanting to make the person feel welcome
and honored, while critically examining the ap-
plicant to determine whether or not he/she is
appropriate for the program.

If there are nagging questions, check refer-
ences: take the prospective volunteer out on a
long road test; or simply suggest a second
interview. Do scmething, anything, to give
yourself time to reflect or gather more informa-
tion. But don't appear apprehensive because
your questions eventually may be satisfactorily
answered. Most volunteers understand a rea-
sonable amount of caution if they feel they are
being treated in a fair and routine manner.

If your questions finally cannot be resolved
satisfactorily, it is better to take the tough road.
Don't give in to the temptation to lower your
standards against your better judgement just
because you need more volunteers. If your
marketing strategy i1s well designed, you will
attract other volunteers. Be somewhat choosy.
In the long run you'll bless the day you decided
to take that approach.

You will need an application of some sort to
keep the volunteer's personal information in
writing. Keep your forms simple so the volun-
teers don't drown in a sea of paperwork as soon
as they step in the door. Some retirees have a
special aversion to paperwork, believing their
station in life has earned them relief from such
worldly burdens. Remember to KISS: Keep It
Simple Sir! Volunteer Wheels asks for a brief
statement of medical condition and a 5 year
history of moving violations and at-fault acci-
dents. We take their name and address and
phone number and a few other particulars and
leave it at that. (See application in Appendix.)

Finally, the volunteer recruiter must keep

track of how many new volunteers are recruited
each month. Note where they heard about your
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agency and what encouraged them to call. This
is an essential contribution to your on-going
marketing strategy. It tells you what is working
and what isn't.

What follows 1s a list of marketing tools and
techniques collected from programs across
America. Don't start with these tools; start with
yourmarket strategy. Whenyou get tothe place
where your recruitment techniques must be
decided upon, these are some excellent ideas
and suggestions. Some will work well in your
community, some won't. You'll only know by
trying.

Remember, no marketing effort is ever
wasted. You never know what it takes, or how
many times someone must hear your message
before they respond. All you can do is put it out
there consistently, honestly, and skilifully.

The Tool Box

1. Word-of-mouth (volunteers recruiting
their friends, relatives and associates)
is generally considered the most effec-
tive tool. Every volunteer is a public
relations representative for your
agency. It must be emphasized that
word-of-mouth works best in small
closely-knit communities and less ef-
fectively in urban areas where people
are less well-connected with their neigh-
bors. Nevertheless, word-of-mouth is
always an effective tool which you must
learn to use to your advantage.

The DeKalb Volunteer Center has man-
aged to make volunteer driving a sym-
bol of prestige in their community, This
is a most enviable position to achieve
because then prospective volunteers
will seek you out!

2. Your vehicles are your next best tool.
Paint:

“We Need Voluniteer Drivers.
How About You? Call 573-3377

on the back of the vans so the message
Jumps right out at people waiting at a
green light. Don’t be subtle, Most of us
are overwhelmed with information hour
by hour. We don'’t have time for subtle-

ties. Humor works. But if you can’t be
genuinely funny, don’t try. Be bold
instead.

Usemagnetic signs forvolunteers driv-
ing their own cars. Not only is this good
advertising, it identifles the car to a
cautious passenger unfamiliar with a
new volunteer,

Cars and vans are travelling billboards.
Make good use of this fact and you'llbe

recruiting aggressively every single day!

. Convince your local Volunteer Center

how tmportant you are. Tell them no
other social service program will func-
tion well if their clients don't have
transportation. This isn’'t blarney. It's
true. If you can present your case
directly to those who actually interview
and refer volunteers themselves to
agencies, so much the better,

. Volunteer Wheels distributed 5,000

bookmarks through our local book-
store chain with a message that read

Gilve Someone A Real Lift.
While only one volunteer was recruited
directly from the bookmarks, we feel it
offered excellent countywide exposure,

If we reprint these bookmarks, we'll
use a more direct message:

We Need Volunieer Drivers.
Call Today.

5. A direct mail campaign, with a per-

suasive insert targeted to concentra-
tions of retired middle and upper-
middle class residents, can work
wonders. Target your population care-
fully. Advertising agencies can be re-
markably selective with mailing lists
depending on how much you are will-
ing to pay for their service,

Speak at clubs, mobile home parks,

town meetings, local chapters of AARP,

anywhere that likely volunteers will
listen. Don't tell them they'll have a
good time, show them. Use slides and
video when possible. Talk about ac-
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tual volunteers—what they're doing
and why. If at all possible, have one or
more volunteers make the pitch, pref-
erably togroups where they are known.

Sponsor a Ride-Along-Day: a time
when prospective volunteers can try it
out by riding along, perhaps with a
friend. It allows them to see what it is
like before making a commitment.
This benefits the agency, as well. It's
discouraging and expensive to train
volunteers who quickly drop out be-
cause they didn’t clearly understand
what they were getting into.

Develop a ten minute video presenta-
tion that volunteers can lend tofriends
to pop in their VCR's and learn all
about you. Be sure to “show” them
what you do, don't just “tell” them.

Print business cards with your re-
cruitment message and phone num-
ber onthem that volunteers canhand
out to likely prospects.

10. Print caps, t-shirts, and buttons with

11.

12,

your name, logo and phone number
onthem. Some agencles provide coats
or vests, like a uniform, for their driv-
ers. This is great walking advertise-
ment.

Press releases and public service an-
nouncements on radio should be is-
sued regularly. If possible, inciude a
photograph with your press releases,
Volunteer Wheels has discovered that
the Thanksgiving/Christmas holiday
season is the best time to appealto the
public through press releases. Even
though people are preoccupied with
Christmas shopping and parties, this
is the time of the year people think of
making a contribution to their fellow
man,

Convince your paper or local TV sta-
tion to do feature articles on your
program as often as possible. Take
advantage of free copy in neighbor-
hood papers and circulars. Get your
local gas company to insert your

message with the monthly billing.

13. Get adopted by your local Chamber of
Commerce Community Leadership
class. The Santa Cruz Chapter of the
American Red Cross did this and now
they have eight high-powered local
leaders recruiting and raising money
for them.

14. Become part of the retirement portfo-
lo at local businesses and corpora-
tions. Let retirees know in advance
you are offering them a great opportu-
nity for their retirement.

15. Paid ads in newspapers usually don't
work as well as other tools. If you wish
totry this, be certain you don't pay for
it. People figure if you have enough
money tobuy ad space you don’t need
their free time. Have a local business
sponsor the ads and be certain that
their sponsorship is clearly indicated.

16.If you are an agency-based service
that must recruit in outlying areas
where your agency has little or no
visible presence, recruit a willing vol-
unteer coordinator who lives there to
recruit for you. This person can sched-
ule rides, as well.

17. Some agencies have had success re-
cruiting volunteers at churches. The
two best ways to do this are:

a. address the congregation on Sun-
day, and/or,

b. getyourmessage inbold printin the
Sunday bulletin.

Parishioners tend to read the Sunday
bulletin cover to coverl

There are doubtless many other effective re-
cruitiment tools. Some you will discover and
others you'll borrow. Use what works and keep
moving. One tool may work for a while and then
seemingly wear out. Who knows why. Stay
flexible, attentive, interested, and creative.
Recruitment is actually fun when you have a
clue about what youre doing and can see
tangible results.
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Remember, if you're recruiting for an agency-
based service in an urban area thick with com-
petition, set your sights low or you'll spend a
great deal of time doubting yourself. Recruiting
drivers can be challenging, Any success is great
success! Don't look over your shoulder at other
programs. Just recruit steadily, day by day,
taking advantage of every opportunity, and
you'll succeed.
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Chapter Five

Working With Volunteers:
The Art of Volunteer
Management

To some extent, volunteer management is
an unfortunate term. It doesn’t really describe
what happens day to day. It paints instead an
inaccurate picture of a boss lording over the
underlings--an “us” and “them” mentality. Paul
Hawken, owner of Smith & Hawken, recently
wrote a best seller entitled Growing a Business.
In it he described what it's really like to manage
people successfully:

I am amused but dismayed when
someone talks about managing people.
You don't ever manage people--you
work withthem. For your business to
succeed, you must take exceedingly
good care of your people. This is not a
chore or a responsibility, it is the most
rewarding aspect of being in business,
yet it is the area in which most busi-
nesses, large and small, fail,

Working with volunteers is even more chal-
lenging than working with paid personnel. Vol-
unteers re-decide to volunteer every day they
come to work. Since there is no financial re-
ward, they have to want to be there, Even if
they've made along term commitment, if they're
not treated well theyll simply decide to go
elsewhere. You, the manager, must see that
they are welcomed, employed well, and appre-
clated. Volunteer management based on this
philosophy will succeed. It is the essence of
“working with...taking exceedingly good care of
your people.”

Working primarily with retired volunteers
has its own set of challenges, There is a funda-
mental conflict between professional staff and
many retired volunteers, Each has a different
perspective on time, The typical retired volun-
teer driver usually has a surplus of time; the

professional has very little, Therefore the po-
tential for misunderstanding is great.

While some retired volunteers have busy
schedules and won't want to chit chat, you
must carefully manage your time with those
who want to amble through an hour or two with
you. However much you might love to sit and
kibitz all day, you know if you don't pay atten-
tion to the relentless details of your daily tasks
all hell will break lcose. So sirike a good bal-
ance.

Sometimes the response of paid staff to
these time demands is to become very matter-
of-fact with all the drivers in order to protect
their valuable work time. This is a mistake
which may alienate the drivers. This mistake is
compounded when a volunteer needs to convey
critical information to someone but may be
intimidated by sternfaces in the office. The flow
of communication from driver to scheduler and
dispatcherwill thereby be interrupted. Because
this information flow is essential to your suc-
cess, you cannot afford to intimidate your vol-
unteers into tiptoeing around the office. The
opposite reaction won't do either. No one can
afford the luxury of playing all day when there
is work to be done.

With this delicate issue, one must learn to
walk the middle path. Be available as much as
possible, but pay attention to the work at hand
when necessary. If you structure your office
staff so tightly that every person is dead busy 8
hours a day with essentials, your office won't
have a warm, nurturing ambiance. It won't be
a fun place to be, and your volunteers may
object. On the other hand, who has the money
to hire a designated soclalite? So strike a happy
medium,
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Ask each staff member to at least say hello
when a volunteer arrives and to say thank you
when they leave. Stress the importance of
friendly interaction with the volunteers and
create an atmosphere in the office that pro-
motes this. A few kind words go a long way.

In addition, the Program Director or Coordi-
nator must place handshaking, easy conversa-
tion, and verbal stroking of volunteers at the top
of his/her priorities, not at the bottom. Every-
one knows the Director is the highest paid staff
person. A few minutes of his/her time is highly
valued by the volunteers. It tells them they are
important. In the currency of volunteerism, it's
a good paycheck,

There’s a give and take in working with vol-
unteers. It's a two-step. You give, you receive,
you receive, you give. It’s a good dance, once
you get the hang of it. Volunteers want to enjoy
your company and be treated well, They'll give
you all sorts of clues about how to do it if you're
attentive. Develop genuine friendships. But be
careful not to mass produce your affections.
Treat each one as an individual. Talk baseball
with Joe. Rap world politics with Rod. Tease
Jim Crane about his name. Call him J.C. Some
don’t like to be teased. Some would quit if they
weren't. Hug some. Be professionally distant
with others. Melt when Luverne comes in and
plants a big red lipstick mark on top of your bald
head.

Operating a volunteer transportation pro-
gram is an intensely human experience. You get
very close to your volunteers. If they fall 11l or
die, you grieve. You feel the loss professionally
as well as personally, This is a good kind of hurt,
It makes you know you're alive in your job, not
just repetitively slinging hamburgers or typing
mindless memos.

Taia Stewart of the American Cancer Society
reminded me of a favorite volunteer who passed
away two years ago. He was the sort that would
have driven five days a week if needed. She still
hasn't gotten over his loss. Maybe she never
will

John Bunnell at Volunteer Wheels died of
cancer recently and left a similar legacy. [ sang
“Stumblin’ Heavenward™ at his memorial serv-
ice. His wife thanked me with a gift of a glass
crystal. It hangs In my bedroom window. On

sunny days the dancing rainbows on my wall
remind me of John, This is sweet sorrow,

You'lllaugh alot, too, Hear great stories. Eat
many more chocolate chip and peanut butter
cookies than you should. Suffer through ve-
hicie breakdowns, not enough volunteers, too
many volunteers, accidents, missed rides, and
cancellations. Volunteer transportation stimu-
lates the full range of human emotions.

The Volunteer Transportation Manager

A successful volunteer transportation man-
ager must be a fairly mature and balanced soul
who is:

e Sensitive,

¢ Multi-skilled,

* Detail orlented,
* Trustworthy,

* Dedicated,

* Trusting,

¢ Entrepreneurial,

¢ Able to laugh, and
¢ Creative.

It is a rare bird who has a full measure of
each of these admirable qualities, but they all
must be present to one degree or another in the
management team. A coordinator who lacks
one quality, say detail orientation, would do
well to keep this in mind when hiring an assis-
tant.

Sensitivity

Of these qualities, the most important is
sensittvity to people. This imples a love of and
appreciation for human nature. It suggests
honesty, compassion, and integrity, with an
ability to accept, forgive, and allow. A job this
rea), this perscnal, won't tolerate an emotional
recluse, If you recoil when you're touched deeply,
you will struggle. If you're receptive to life and
can be with it moment to moment, volunteer
transportation is a wonderful opportunity to
grow and learn, The heart must be open and the
ming attentive, Emotional immaturity and lazy
logic won’t cut it.
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Responsiveness is an essential counterpart
to sensitivity. While it is critically important to
listen carefully, you must be able to respond
decisively to real needs and concerns. Most
volunteer drivers are retired, successful people
who have weathered life’s trials and come out
on top. They can spot an emotional vacuum and
an unresponsive management style with rela-
tive ease. Their loyalty must be earned. They
will be less inclined to develop a close, personal
relationship with someone they don't respect.
Much of the program’s success depends upon
the trust the manager is able to build with the
volunteers,

Multi-Skilled and Detail Oriented

Being multi-skilled and detall oriented go
hand in hand. Volunteer transportation can be
a blurry mosaic of engines, tires, computers,
correspondence, insurance, graphs, grants,
committees, budgets, addresses, phone num-
bers, and countless ever-changing trip sched-
ules. The manager may write grants and change
tires, handle delicate personnel issues and
design routing systems. Being able and willing
tolearn to do many things is important. Paying
attention to details is critical to success.

Trustworthy

The Board of Directors and the Executive
Director must trust the transportation man-
ager'sjudgement. There are so many important
matters to pay attention to, from van mainte-
nance to the proper screening of drivers, that
the manager must be trusted to exercise good
common sense, with the ability to take decisive
action. An absence of these qualities ultimately
could jeopardize passenger safety.

Dedicated

People in this business are dedicated, or
they get out. People are dedicated because they
believe that specialized transit is a life-giving,
life-affirming service that, when done by volun-
teers, becomes something special indeed. Be-
cause one must approach thiswork as a “cause”
rather than a “job,” inherent in that outlook is
the understanding that there will be unusual
difficulties and stresses that require sacrifice,
devotion, and dedication.

Trusting

Some people have more trust or faith in life
than others, whether this be a spiritual faith or
simple faith in life. People who don't trust can
find volunteer transportation unbearably troub-
lesome. There are too many unpredictable vari-
ables for “control” to work, You can't control it.
You just have to let it be. Everyday you send
volunteers on their way and trust their good
judgement and common sense. Risks abound.
Potential for failure is great. If you worry about
it and take it personally and try to fix and
control every outcome, you'll dig yourself an
early grave with worry.

Letting go is a practice. When worried or
frightened our instinctive reaction is to tighten,
For example, when the airplane hits turbu-
lence, our first reaction is to clutch the armrest.
What good does that do? It just gives us white
knuckles. It doesn’t help the plane fly better.

Relaxing in the midst of turmoll, letting go
when we instinctively want to control, giving up
when we want to hold on, allowing when we
want to analyze, forgiving when we want to
blame must all be practiced, learned. Beyond
enforcing healthy rules, regulations and poli-
cies, we must learn to accept. We must believe
it will all work out for the best. It usually does,
if we let it. When it doesn’t, make the best of it
and believe tomorrow will be better,

Interestingly, having enough volunteers in-
volves letting go, as well. Clinging to them
because you're afraid you won't have enough is
a sure way to not have enough. Let them go
when the time comes. Someone will comne to
replace the empty space. This is difficult, but it
is the only way that works well.

Entrepreneurial

A volunteer transportation manager is an
entrepreneur, not by the flat dictionary defini-
tHon: “one who organizes, operates, and as-
sumes the risk of a business venture,” but in
the sense of common usage of the word: “one
who isn't afraid to take big risks,” This does not
mean that it is risky business running a volun-
teer transportation program...no more so than
any other specialized transit service, It means
that on top of the inherent physical and finan-
cial risks, you add reliance on voluntary public
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commitment. You believe that you can operate
your program by atiracting enough responsibie
people who are willing to give freely of their time.
This is quite a premise. It keeps you hopping.
There s rarely a dull moment. One must stay
alert, ready to respond to new recruitment and
funding opportunities.

This is no easy, feet-up-on-the-desk job. As
soon as all the pieces of the puzzle are in place,
the puzzle changes. The difference between the
non-profit entrepreneur and our counterpartin
the private sector is that our goal or reward is
the personal satisfaction of knowing that by our
skill, dedication, faith, and enthusiasm we have
helped people in need.

Enthusiasm is probably one of the greatest
allies of the entrepreneur. With respect to en-
thusiasm, Ralph Waldo Emerson once said:

Enthusiasm is one of the most power-
ful engines of success. Whenyou do a
thing, do it with all your might. Put
your whole soul into it. Stamp it with
your own personality. Be active, be
energetic, be enthusiastic and faith-
ful, and you will accomplish your ob-
ject. Nothing great was ever achieved
without enthusiasm.

Able to Laugh

Hurmnor is everywhere if you can see it. The
human condition is quite comical. This is never
more apparent than when giving people rides. If
you can't laugh at the absurdities, the oddball
stuff that happens everyday, the only other
alternative is to explode. The energy has to go
somewhere. Volunteer Wheels got an irate phone
call the other day from a woman who couldn’t
understand why a volunteer couldn’t give hera
personal tour of the wine country. She had,
after all, paid her taxes!

Creative

Finally, volunteer transportation is some-
what of an art form in that much of it is a
creative process. It is participatory art, a play of
immense proportions that we write, direct, and
in which we play a part. The most important
ingredient in creativity is the willingness to ask
difficult questions and find honest answers. Ac-
cording to Willa Cather (1873-1947) “Artistic

growth is, more than it is anything else, a
refining of the sense of truthfulness. The stupid
believe that to be truthful is easy; only the
artist, the great artist, knows how difficult it is.”

If you are willing to be painfully honest with
yourself, you can tell how well you are doing.
Ask yourself how much laughter there is in the
office. What is your rate of volunteer attrition
and why do volunteers quit? How much love is
expressed? How many smiles do you see? How
many complaints do you get? How many cook-
ies show up spontaneously?

Working with Volunteers

In volunteer transportation, the volunteers
are the program. The Dickensian image of the
silent, stamp-licking, unappreciated volunteer
who is burdened with duties too boring for paid
staff isn't found here. Your volunteers provide
the product. They represent your program to
the public. They make independent decisions
daily affecting liability, efficlency, and quality.
You are the support team; the volunteers are the
players. You are there to serve them, not vice
versa.

You support your volunteers in the following
ways:

1. By communicating clearly. Use
handbooks, newsletters, job descrip-
tions, training sesstons, memos and
so forth to give your volunteers the
information they need to do well.
Please give them accurate informa-
tion on their trip schedules.

2. Listen to and respect their input
and opinions. They ought to know.
Afterall, they are the people who are
out on the road.

3. Be helpful and available when they
have special needs.

4, Provide tools that work, are clean
and safe. The most obvious example
is a well-maintained vehicle.

5. Permit easy-going flexibility with
their personal schedules. Theyll stay
for the long-haul if convinced you
will respect the demands of thelr
personal lives and won't lay on the
guilt when they can't drive.
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6. Recognize their efforts individually
and collectively. Personalize this as
much as possible. The time you take
out of your daily schedule to thank
volunteers shows you care enough
to notice their gift. Mikki Kraushaar
has heavy callouses on her fingers
from writing thank you notes to her
volunteers.

Volunteers do enjoy and appreciate pot-
lucks, banquets, plaques, and certificates; but
these are hollow symbols if genuine apprecia-
tion isn’t expressed personally.

Karen Trzeciak feels that awards should not
be used to motivate volunteers and should defi-
nitely not create a sense of competition. Espe-
cially do not give awards for mileage driven or
number of trips completed. Everyone contrib-
utes a great deal. Recognition awards ought to
be general in scope, or specific in non-competi-
tive ways such as awards for each five years of
service.

Withrespect tovolunteerrecognition events,
there are many ways to plan these and they are
an essential element of volunteer management.
Sonoma Care-A-Van throws an elegant, pull-
out-all the stops, catered bash once a year.
Volunteer Wheels has a big, breezy, down-
home potluck dinner with entertainment and
lots of laughs. You can choose whatever works
well with the personality of your group. Here are
some ideas for volunteer recognition:

1. Choose a volunteer of the year.
2. Send thank you notes liberally.

3. Send birthday cards, Valentine
cards, Christmas cards, etc.

4. Do individual profiles in your news-
letters.

5. Print thank you notes from your
clients in your newsletter.

6. Give awards and plaques for 5, 10,
15 years of service.

Volunteers don't drive for the recognition.
Most shy away from it outwardly while inwardly
appreciating the attention and the thanks. Sil-
ver Key Senior Services announces their sin-

cere appreciation for their volunteers by dis-
playing a poster prominently in their office
which reads:

you are .Very special
people, Organizing
your Lives

in Unselfish

and Neighborly acts.
So let us Thank you

for your kind Efforts

for the Elderly

who have Received

your generous &  Sincere gifts.

Harriet Naylor in her book, Volunteers To-
day-Finding, Training & Working with Themn,
states:

The feeling of being in tune with the whole is
of prime importance to a volunteer on the job.

She quotes the following summary on vol-
unteer motivation by J. Donald Philips, former
President of Hillsdale College, Hillsdale, Michi-
gan:

If you want my loyalty, interests and
best efforts, remember that...

1. Ineed a sense of belonging, a feel-
ing that I am honestly needed for my
total self, not just for my hands, nor
because I take orders well.

2. Ineedtohavea sense of sharingin
planning our objectives. My need will
be satisfied only when I feel that my
ideas have had a fair hearing.

3. Ineedtofeelthat the goals and ob-
jectives arrived at are withinreach and
that they make sense to me.

4. I need to feel that what I'm doing
has real purpose or contributes to
human-welfare--that its value extends
even beyond my personal gain, or
hours.

5. Ineedtoshare inmakingthe rules
by which, together, we shall live and
work toward our goals.
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6. Ineed toknow insome clear detail
just what is expected of me--not only
my detailed task but where I have
opportunity to make personal and final
decisions,

7. Ineed to have some responsibili-
ties that challenge, that are within
range of my abilities and interest, and
that contribute toward reaching my
assigned goal, and that coverall goals.

8. Ineed tosee that progress is being
made toward the goals we have set.

9. I need to be kept informed. What
I'm not up on, I may be down on.
{Keeping me informed is one way to
give me status as an individual.)

10. Ineed to have confidence inmy su-
periors--confidence based upon as-
surance of consistent fair treatment,
or recognition when it s due, and trust
that loyalty will bring increased secu-

rity.

Disgruntled Volunteers

A disgruntled volunteer is often the result of
a communication failure. You can schedule a
three or six month sit-down review to ask how
they're doing and head off potential problems,
or handle it informally. The important thing is
to listen carefully to their hints, their body
language, their thoughts and concerns and
deal with them head-on as they arise. Don't
sweep things under the carpet. By tomorrow it
may be too late,

Sometimes a disgruntled volunteer is sim-
ply on a power or ego trip. Dealing with this is
probably one of the greatest challenges a
manager will face. The best policy is to be firm.
Let them know who is boss, and let the chipsfall
where they may. You can't afford to lose the
respect of your staff and volunteers,

Volunteer drivers can become upset by such
things as unruly passengers, over-scheduling,
under-scheduling, too much pressure to sub-
stitute on days off, and so on. But nothing
raises a volunteer driver’s ire more quickly than
being asked to drive a passenger who they
believe doesn't gqualify for the service. Their

redhot thought goes something like this: “I'm
taking time out of my life, setting aside my
affairs, to go to this so and so’s house to
chauffeur him around town when he walksfine,
is close to the bus, and his grown son is sitting
around the house watching t.v.”

If this happens too often, the volunteer will
guit. At Volunteer Wheels we have seen volun-
teer drivers quit after one experience of that
sort. Typically their reaction was knee-jerk.
They didn't stop to wonder if they were misper-
cetving the situation. In one case, even after we
investigated and clearly determined the client's
eligibility, the volunteer was so upset we could
not convince her to continue.

Doubtless there will always be social service
fraud. It is literally impossible to thwart it
entirely. What you can do is make a concerted
effort--plainly visible to the volunteers--to con-
trol it.

Volunteer Wheels requires each passenger
to fill out a written application (included in the
Handbock in the Appendix) stating their need
and physical condition. It must be accompa-
nied by a physician's certificate. Other pro-
grams do something similar. The volunteers are
aware of this procedure and are by and large
satisfled that we are making a good faith effort
to fend off those who would take advantage.

Saying Goodbye

It is always a sad day when a long-time,
cherished volunteer leaves the program. They
do so for many reasons. Sometimes it is health
or age. Sometimes it is simply time to go. You
hope to manage your program so well that when
volunteers quit it isn't out of frustration or
anger. Regardless, attritionis afact of Iife in this
business. Your annual rate of attrition defines
the intensity of your recruitment efforts.

Because attrition is real, it must be planned
for. It is best not to rely on each volunteer too
heavily. Most programs ask fora 1/2to 1 day a
week commitment. Driving 2 or 3 days a week
is discouraged as a way of minimizing burn-
out. There is another reason as well. When two
or three day-a-week volunteers leave suddenly,
they leave a huge gap. Losing a 1/2 day a week
volunteer has a much more gentle impact. The
trade-off is you must have many more volun-
teers.
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When a volunteer leaves, thank them for
their contribution. Ask them to fill out an Exit
Interview so you get honest feedback about
their experience. The Appendix contains a good
sample,

Firing a Volunteer

Ashasbeenrepeatedly stressed, recruit and
train well and you will minimize your head-
aches. If you do, you will rarely, if ever, have to
dismiss a volunteer for inappropriate behavior.
However, no one in this business is immune
from the possibility of dismissing a volunteer.
This is not a pleasant task. It is worth avoiding
at all cost. But when it must be done, it must be
done, Paul Hawken in Growing a Business (Pg.
213) says:

The firing of an employee has its roots
in the medieval practice of ostracism. If
avillage in Europe or China wanted to
censure and remove a member of soci-
ety, the townspeople went to the of-
fender's home and bumed it to the
ground, along with all the possessions
inside. That's how they fired someone.
It's unfortunate but apt that this term
“firing” lives on to describe the way we
“terminate” employment.

Firing is failure. Everybody is at fault.
That's the simplest way to look at it.
The best way to avoid firing people is to
hire well in the first place. Hiring is one
of the most critical activities of any
business, and you should learn todo/it
well, It can make an enormous differ-
ence in your success. I estimate that
one-halfof all business problems origi-
nate with the perceptions, attitudes
and practices of the owner. The other
half of the problems are caused by

faulty hiring.

Steve McCurley and Sue Vineyard suggest
the following ten altermatives to firing a volun-
teer in their book 101 Ideas:

1. Reconnoiter to find out what is
really wrong.

Re-supervise the volunteer.

3. Re-assign the volunteer to a new
staff person.

4. Re-assign the volunteer to a new
job.

5. Re-train the volunteer to be able to
do the job right.

6. Re-vitalize the volunteer by giving
them a sabbatical.

Re-motivate the volunteer.

8. Rotate the volunteer to a new set-
ting.

9. Refer the volunteer to another
agency.
10. Retire the volunteer with honor.

When all else falls and you must fire a
volunteer they suggest how to “fire a volunteer
and live to tell about it™

1. Provide clear forewarning and notice to
volunteers that they may be termi-
nated:

a. have clear agency policies on termi-
nation.

b. make the policies reasonable and
related to the work to be done.

c. include a policy on suspension.

d. tell volunteers about the policies in
orientation and training session.

e. givevolunteers a copy of the policies
as part of their personnel manuals.

f. make the policies specific to each
volunteer by providing them an up-
dated, accurate, and measurable
Job description.

2. Conduct an investigation or determi-
nation before firing a volunteer,

a. have a fair and objective investiga-
tor determine if policles were actu-
ally violated.

b. never fire on the spot without con-
ducting an investigation: use a
suspension clause to allow time to
examine the situation.

¢. make sure you have proof of the vio-
lation of the agency policles, either
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through testimony of others or regu-
lar evaluations of the volunteer's
behavior that demonstrate unsatis-
factory performance.

d. also try to find out the volunteer's
side of the story to determine if any
extenuating circumstances exist.

e. thoroughly document the investiga-
tion and its results.

3. Apply the termination ruling fairly and
equally.

a. establish a graduated punishment
system: warnings for first offenses
or for minor transgressions, then
more severe penalties.

b. relate the degree of punishment to
the level of offense.

c. apply penalties even-handedly and
without favoritism.

d. allow for an appeals process.

e. make use of a committee of peer vol-
unteers to aid you.

Recruiting volunteers, managing them well,
recognizing their efforts, enjoying their friend-
ships, and letting go when the time comes feels
a lot like life. If you know how to live well, you'll
know how to manage well. It's like family.
There's always something to learm. While the
day-to-day tasks of scheduling and dispatching
get tedious, managing volunteers is never bor-
ing. Above all, follow the advice of Julie Fletcher-
Tighe of the Santa Cruz Red Cross. When asked
what was special about their volunteer man-
agement style, she replied, “We try to be really
nice to them.”
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AFTERWORD

A month ago I called Tommy Brown, Ira
Doom's successor in Alabama, to tell him about
this book. He got off the best one-liner I had
heard during the whole period of research. He
asked me what I was going to call the book. I
said, Succeeding With Volunteer Transporta-
tion. He said, “Oh, it’s fiction!”

While it doesn’t fall into the category of
fiction, one of the dangers of a book like this is
the implication that these ideas represent fixed
and finite knowledge, that Volunteer Wheels
and the other programs have “figured out”
volunteer transportation for all time. This infor-
mation is an honest statement of what we know
right now. Sure as sunrise, tomorrow we’ll
know something different. Once these pages
are published they become useful history, not
necessarily present experience. Volunteer
Wheels continues to struggle and learn, as do
the rest.

What, then, is reliable about what you've
just read? Well, you can rely on the fact that
these words fairly represent the experiences of
eight different programs up to the date of copy-
right, nothing more. Use what you can.

I'll close with an appropriate Teddy Roosev-
elt quote,

It 1s not the critic who counts, or how
the strong man stumbled and fell or
whether the doer of deeds could have
done them better. The credit belongs
to the man who is actually in the
arena, whose face i1s marred by dust
and sweat and blood, who strives val-
iantly, who errs and comes up short

again and again, who knows the great
enthusiasm, the great devotion and
spends himself in a worthy cause, and
if he fails, at least fails while enduring
greatly, so that hell never be with
those cold and timid souls who know
neither victory nor defeat.
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Appendix A

Glossary

Advance-Reservation: A ride requested and
scheduled in advance of the day it is to be
completed.

Agency-Based Volunteer Transportation: A
volunteer transportation program profes-
sionally managed by a non-profit agency
such as a chapter of the American Red
Cross or a Volunteer Center.

Area Agency on Aging: An agency which dis-
tributes federal funds for programs for the
elderly.

Community-Based Volunteer Trans-porta-
tion: A volunteer transportation program
administered by a community, usually by a
volunteer Board of Directors.

Demand-Response: Rides requested for spe-
cific times and dates with pre-arranged
pick-up and drop-off locations.

Dispatching: Giving drivers the information
they need to complete their rides. Commu-
nicating cancellations and other informa-
tionto drivers. Managing road emergencies.

Door-To-Door: Passengers picked up at their
place of residence and delivered to their
desired destination or vice versa,

Fixed Route: Regularly scheduled bus service
on designated routes for the general public.

One-Way Trips: Transporting a person from
one pick-up location to one drop-off loca-
tion.

Paratransit: (Para means “outside” or “beside.”)
A specialized transit system which operates
as an adjunct to fixed route public transit.

Ride: A one-way trip.

Risk Management: Managing the financial
and safety risks of an organization.

Round Trip; A trip beginning at one point and
returning tothat point. For accounting pur-
poses, a round trip is two one-way trips.

Routing: Organizing ride requests in logical, ef-
ficient patterns.

Same-Day Service: Rides provided on the day
requested.

Scheduling: Recording ride requests. Can be
advance-reservation or same-day request.

Specialized Transit: A community transporta-
tion service other than a publicly operated
fixed route transit service.

Transit: Conveying persons or goods from one
place to another.

UMTA: Urban Mass Transportation Admini-
stration, the federal agency which oversees
federal transportation programs and fed-
eral funding to states and localities for
transit services.

Volunteer Center: Anon-profit agency belong-
ing to a national assocciation of volunteer
centers organized to promote volunteerism
inlocal communities. Also called the Volun-
tary Action Center (VAC) in some communi-
ties.
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Appendix B

Program
Summaries

VOLUNTEER WHEELS
Agency-based
Former Director: Dennis Studebaker

Volunteer Wheels is located in Sonoma
County, California, 60 miles north of San Fran-
cisco. It is a program of the Volunteer Center of
Sonoma County.

In the 1960's Sonoma County began to
grow. Between 1960 and 1989 its largest town,
Santa Rosa, expanded from 20,000 people to
over 100,000. By the early 1970’s Sonoma
County residents realized they had a public
transportation problem and began to search for
solutions.

The discussion centered on whether or not
a transportation program would be started by
the local Red Cross chapter or by the Volunteer
Center, Red Cross ultimately declined. The
Volunteer Center chose to operate it as a way of
demonstrating the efficacy of using volunteers
in specialized transit. The idea was: do a good
Job over a period of years and then share this
experience with the nation. This book is an
outgrowth of that commitment.

Volunteer Wheels was founded in 1975 to
transport the elderly in Santa Rosa. It started
with a paid coordinator and a handful of volun-
teers providing demand responsive, door-to-
door transportation to a few hundred passen-
gers using volunteers driving their own cars.
Shortly thereafter a van was donated by a
service organization to transport the physically
disabled. Over the years Volunteer Wheels grew.
We now own 7 wheelchair lift-equipped vans

and two cars. We have 120 volunteer drivers
and three full time paid drivers who are sup-
ported by a professional administrative staff of
a program director, a program coordinator, two
half-time dispatchers and two half-time sched-
ulers. Volunteer Wheels serves the urban com-
munity of greater Santa Rosa and the outlying
areas of Sonoma County for those traveling
cross-county.

Volunteer Wheels is somewhat unique in
our field; not because of our size (at 36,000
rides a year there are many programs much
larger) but because of our complexity. Few pro-
grams are all of the following:

1. Acounty’s primary specialized tran-
sit service.

2. Aservice for seniors and physically
disabled.

3. An urban and rural service,

4. Operated with a mixture of volun-
teer and paid drivers,

5. Operated with a mixture of cars and
vans, some owned by the agency
and some privately owned.

6. Scheduled and routed by hand (rural
rides) and by computer (urban rides).

Because of our complexity and diversity Vol-
unteer Wheels is in the extraordinary position
of having directly experienced and wrestied
with most of the issues that agency-based
programs face.
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Program Summary:
Annual number of one-way trips 36,000
Trips provided by paid drivers 9,000
Number of volunteers 120
Year established 1975
Type of administration Agency-based
Type of service Advance reservation,
Demand response
Urban or rural Both
Source of funding City, County,
Federal, United Way,
Fares, Donation
SONOMA CARE-A-VAN
Community-based

Former Program Coordinator: Henry Eaton

Like Volunteer Wheels, Care-A-Van began
service in Sonoma County in 1975. However,
Care-A-Van is quite different from Volunteer
Wheels. It is a comrmunity-based program,
serving the Sonoma Valley, a collection of small
towns around the town of Sonoma, with fixed
route transit service, To augment the fixed
routes, they provide door-to-door advance res-
ervation rides two days a week.

Care-A-Van was started by one local clergy-
man, two F.I.S.H. volunteers {a Christian serv-
ice group), and the willingness and generosity
of a few others in the community. One of the
founders, Rev. Alan Plotter, is still involved
today. Henry Eaton joined the program in the
late 1970's as a volunteer driver and was quickly
appointed coordinator, a capacity he filled for
many years.

Sonoma Valley has a strong sense of histori-
cal identity since before the days of statehood.
The town of Sonoma 1s alsc blessed with a large
upper-middle class retirement age population.
These factors, combined with financial and
technical support from the County and City of
Sonoma, have contributed to the success of this
community-based volunteer transportation
program.

Though Care-A-Van has had its struggles,
adequate funding has not been one of them. As
Henry Eaton said, “money has been the least of
our problems.” There are three reasons for this:

1. they rely almost entirely on volun-
teers, so their overhead is very low;

2. they receive ample financial sup-
port from local government; and

3. they exist in an affluent community
which supports their fund-raising
efforts. Given these factors, it is not
surprising that their financial needs
are easily met. Infact, in most years
they've had a budget surplus.

Managing their system is where they have
been tested, since it is a large complex service
operated entirely by volunteers. In recognition
of this, they recently decided to pay their coor-
dinator a part-time salary. One day they may
need a full-time professional manager.

Henry conceded that there has generally
beenan abundance of volunteers, largely dueto
word of mouth recruiting. He went on to say the
media is not a reliable resource for volunteer
recruitment and that about 95% of their volun-
teers come by word-of-mouth. Small wonder. In
a town the size of Sonoma, Care-A-Van is no
secret. Anyone curious about it can find a
neighbor who is involved. If they like what they
hear they sign up.

The people at Care-A-Van are well aware
that you can't influence word-of-mouth with
slick public relations. They know word-of-mouth
is a powerful marketing tool because it is the es-
sence of honesty. They encourage their volun-
teers to speak freely about their experiences.
The program is successful because the volun-
teers enjoy themselves and are willing to tell
their neighbors.

Sonoma Care-A-Van is a model community-
based program...an exceptional blend of volun-
tary action and government support.

Program Summary
Annual number of one-way trips 36,000
Trips provided by paid drivers 0
Number of volunteers 35
Year established 1975
Type of administration Community-based
Type of service Fixed route and,
Advance reservation,
Demand response
Urban or rural Both
Source of funding County, City,

Federal, Donations
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AMERICAN RED CROSS,
SANTA CRUZ CHAPTER
Agency-based
Transportation Coordinator:
Julie Fletcher-Tighe

In the late 1970's the Santa Cruz Chapter of
the American Red Cross began providing out-
of-county, long distance medical transporta-
tion using one mini-van. By 1984 their Board
perceived a greater need for transportation
services and decided to expand their service to
its current level of 1,200 rides a year.

They use agency-owned vehicles, exclusively
driven by volunteers. While previously funded
by donations, they are now receiving a demon-
stration grant from the County which they are
trying to convert into an ongoing contract.

According to Julie Fletcher-Tighe, their out-
standing achievement is their ability to coordi-
nate their service with other agencies. They
fulfill a very specific, non-duplicated need in
the community.

When asked why they use volunteer drivers,
Julie said, “financially it’s the only way we can
do it.” The majority of their drivers are retired
men and they are extremely reliable. “There
were only two times when a driver didn't show
up in the past year. Our drivers rarely callin ill,
either,” Julie said. Many drivers have been with
the program for years and years.

Julie said their ability to operate simply is
their biggest advantage. Her passenger records
are kept on 5 x 8 cards in a box. Driver informa-
tion is neatly filed in a binder. The trip requests
are kept on a simple list. Her drivers are reli-
able. Her vehicles are maintained and insured
by Red Cross. The Santa Cruz Chapter of the
American Red Cross is an example of how
volunteer transportation can operate simply
and inexpensively while providing an essential

Urban or rural Rural

Source of funding County, United Way,
Donations

AMERICAN CANCER SOCIETY,

SONOMA COUNTY UNIT

Agency-based

Director of Patient Services: Tala Stewart

The Sonoma County American Cancer Soci-
ety has been involved in volunteer transporta-
tion since the 1950's!

The American Cancer Soclety serves people
with cancer who need access, sometimes daily,
to medical treatment. Often public transit is
either inadequate or non-existent. Tala Stewart
and her staff recruit volunteer drivers in Son-
oma County, assisted by volunteer recruitersin
the outlying communities who recruit and
coordinate their friends and neighbors.

The American Cancer Society has a clear ad-
vantage in volunteer recruitment because so
many lives are intimately touched by cancer.
When they recruit voiunteer drivers they em-
phasize howthe American Cancer Society saves
lives by transporting patients to treatment. She
hopes to make people think: “Gee, you mean I
can save a life and the only tools I need are car
keys!”

Taia said that while many, if not all, Ameri-
can Cancer Society units use volunteer drivers,
they vary in management style and technique.
Some units own their own vans and operate
complex systems in urban environments. Oth-
ers keep it simple by recruiting volunteers to
drive their own cars, like the Sonoma County
unit. Each unit has autonomy over their trans-
portation system but their passenger criteria
are always the same.

The American Cancer Soclety demonstrates
the flexibility of volunteer transportation. It can
be used to solve specific problems for clearly de-

Spec d sit service. fined populations.

Program Summary

Annual number of one-way trips 1300 Program Summary

Trips provided by paid drivers 0 Annual number of one-way trips 4,100
Number of volunteers 12 Tvips provided by paid drivers 38 (taxds)
Year established 1975  Number of volunteers 120
Type of administration Agency-based Year established late 1950's
Type of service Advance reservation, Type of administration Agency-based

Demand response
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Type of service Advance reservation,
Demand response
Urban or rural Both
Source of funding Private
donations
SILVER KEY SENIOR SERVICES
Agency-based

Executive Director: Mikkl Kraushaar

Silver Key Senior Servicesislocated in Colo-
rado Springs, Colorado. Twenty-two volunteer
drivers operate Silver Key vans, augmented by
another couple dozen volunteer drivers who
drive their own cars. They, along with the office
staff, assure an average of 300 to 350 daily
passenger trips, which add up to 96,000 a year!
Over 60% of their volunteer drivers are retirees.
Mikki Kraushaar conveys that they are far more
than drivers. They are friend, advocate, and
confidante.

Silver Key serves an elderly client group of
12,000 unduplicated people annually. Believe
it or not, they have 1,700 active volunteers
throughout their agency with 234 in their trans-
portation program alone! They conservatively
estimate the dollar value of their volunteer
hours to be $1,796,295 annually ($125,963 in
transportation).

Silver Key is committed to volunteerism be-
cause they believe in the value of selfless giving,
and because using volunteers insulates them
from reliance on federal dollars. When Silver
Key started in the early 1970's Mikld Kraushaar
built the organization on the strengith of volun-
teers, knowing full well that one day federal
funding would dry up. Indeed it did in the
Reagan era and her organization was largely
untouched when other agencies suffered cut-
backs.

Mikki believes that helping the elderly is a
very special volunteer opportunity with wide
appeal, and she communicates this when re-
cruiting. Her staff trains their volunteers well
and are conscientious about rewarding and
recognizing their efforts. They daily let their vol-
unteers know: “They are the heart of Silver
Key.”

Silver Key operates a fleet of 15 vans driven
largely by volunteers, The volunteers who drive
their own cars are called “Roadrunners.” The
Readrunners handle the overflow when the

vans are scheduled to capacity and fill in the
gaps when the vans break down. Their trans-
portation service functions effectively and safely
because of very strict risk management proce-
dures. For example, they do not accept any
volunteer driver who has ever had a drunken or
reckless driving conviction, They permif no
significant at-fault accidents in the past five
years and no more than two non-fault acci-
dents.

Along with the obvious challenge of continu-
ously recruiting enough volunteers to fill their
service needs, they are faced with recruiting in
a transient community because many retired
people in Colorado go south for the winter. As
Mikki said, “The snowbirds go south in the
winter and I go on the t.v. and cry for ‘Help!™
Because Silver Key is so highly regarded in the
community, they regularly receive good re-
sponse to such pleas.

Transportation is only one of many services
provided by Silver Key Senior Services. This
exemplary agency has demonstrated the far-
reaching potential of volunteerism in commu-
nity service.

Program Summary

Annual number of one-way trips 96,000
Trips provided by paid drivers 24,000
Number of volunteer drivers 234
Year established 1971
Type of administration Agency-based
Type of service Advance reservation,

Demand response

Urban or rural Both
Source of funding City, State, Federal,
Donations, United Way

AMERICAN RED CROSS,

MILE HIGH CHAPTER

Agency-based Community

Programs and Youth Specialist: Pat Loose
Transportation Coordinator: Bob Williams

The Mile High Chapter of the American Red
Cross is located in Denver, Colorade. Their
transportation program dates back to World
War 1. There is a wonderful foot long photo-
graph on their office wall of 95 square-jawed
Red Cross matrons, attired in full military-
looking uniforms, who composed their volun-
teer driving corps in 1919.
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The World War I volunteer drivers of the
Denver branch disbanded after the war but
started again during World War II. The Mile
High Chapter has been providing volunteer
transportation ever since.

The Mile High Chapter now coordinates a
volunteer transportation effort in five surround-
ing counties. They have 16 agency-owned cars
and two wheelchair lifi-equipped vans. The
cars serve sendors, primarily. The vans are
used to transport disabled children and adults.
The Denver office directly dispatches eight of
these cars. They have 100 volunteer drivers
and no paid drivers. Their schedulers and
dispatchers are volunteers as well. Bob Wil-
liams, their paid coordinator, works 3/4 time.

This program fllustrates how success with
volunteer recruitment varies from community
to community. In the Mile High service area, the
City of Aurora has virtually no difficulty with
recruitment. They are blessed with a large
population of retired military (an excellent re-
source for volunteer drivers). Adams County,
largely a blue collar environment, on the other
hand, struggles to recruit enough drivers to
meet their minimum needs.

Recruiting in Denver is a challenge too, but
they work at it consistently and have been able
to sustain their program over the years. In fact,
Red Cross demonstrates that volunteer trans-
portation can flourish in a heavily populated
urban area with alil the attendant problems of
mixed races and economic classes.

The most successful recruitment technique
employed by the Mile High Chapter is word-of-
mouth. Their volunteers enjoy this service very
much and prove it by their reliability, their
tenure with the program, and their willingness
to recruit other volunteers. Pat Loose said their
volunteer recognition activities communicate
to the volunteers that they are greatly appreci-
ated. She feels this helps encourage them to
recruit their friends.

Pat Loose and Bob Williams both commented
that it is not at all uncommontohave 10 and 15
year volunteers, They recently had a volunteer
dispatcher retire after 35 years! Pat also said
their volunteer drivers, schedulers, and dis-
patchers are the most reliable volunteers in the
agency. She said, “They each have their assign-
ment, and unless they're flat on their backs,

they’ll be here. We've got one dispatcher who
Pput his boots on and walked through a blizzard
to fulfill his dutles. They are a very, very highly
dedicated group.”

Financially the Mile High Chapter is uniquely
positioned as full partners with United Way.
This accounts for 75% of their operating budget
and allows them to charge nofares. They do ask
for donations, though, and sponsor regular
fund-raising efforts.

One begins to grasp the history of this pro-
gram in a story that began in 1955. A five year
old boy needed transportation to a cerebral
palsy center because both parents worked. Red
Cross was called to help. He is now 38 years old
and still rides with them every day of the week.
He is part of their family. Red Cross is not the
only specialized transit service in the Denver
area, but they are a very frnportant and highly
regarded component of the specialized transit
picture there.

Program Summary
Annual number of one-way trips 50,000
Trips provided by paid drivers 0
Number of volunteers 100
Year esiablished 1919
Type of Administration Agency-based
Type of service Advance reservation,
Demand response
Urban or rural Both
Source of funding United Way,
denations
DEKALB VOLUNTEER CENTER
Agency-based

Associate Director: Karen Trzeciak

The DeKalb Volunteer Center has a brand
new office complex which they managed to
build by shrewd utilization of federal dollars
and a local match of land from DeKalb Genet-
ics, a leading corporation in the area. It houses
their vehicle yard and a state-of-the art mainte-
nance facility. There is a gigantic red Volunteer
Center heart logo on the front of the building,
visible from blocks away (an excellent market-
ing tool).

Karen Trzeclak explained that thelr paid
drivers provide the bulk of their rides and that
the volunteers do the longer out-of-county
trips, primarily for medical appointments.
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The DeKalb Volunteer Center was founded
in 1973. They focus almost entirely on trans-
portation. It is unique for a Volunteer Center to
place such emphasis on transportation, but
they believe it to be the most important need in
their community.

Their transportation program started very
simply when a couple of ladies in the commu-
nity observed a transportation need and won-
dered if volunteers could fill it. The Volunteer
Center decided to take on the challenge. Their
early days were characterized by slow steady
growth. In the last few years they have nearly
doubled the number of trips annually.

The DeKalb Volunteer Center now operates
16 vans with paid drivers who provide the bulk
of their rides, and 40 volunteer drivers for the
3,000 or so long distance runs they do every
year. They have a paid dispatcher and sched-
uler to coordinate the rides delivered by paid
drivers.

Karen said they do not struggle with volun-
teer recruitment. In fact, the program is so
popular there are times they have to tell pro-
spective volunteers they have no need of their
services. This is delicate because they don't
want to give the impression they never need
more volunteers.

Part of their success with recruitment stems
from Karen's expertise at marketing her pro-
gram,; partly from the fact that their program is
extremely visible in the small farming commu-
nities in which they operate; and partly because
they ask volunteers to drive the sort of trips for
which volunteers are ideally suited—long easy-
going rides with little or no stress and lots of
friendly interaction.

Karen takes care of her people and treats
them like family. For example, when volunteers
drive they wear a special red vest which identi-
fles them to the community. As a gag Karen
gave one of the male volunteers red boxer shorts
for his birthday.

Recently they won a state award for excel-
lence in service. Instead of going to Chicago
alone to accept the honor, Karen loaded up a
van full of volunteers and they all went together
to celebrate.

The DeKalb Volunteer Center is a jewel
among volunteer transportation programs. Rela-

tively speaking, they have no major problems.
They have adequate funding and an ample
supply of volunteers to augment the rides pro-
vided by paid drivers.

Program Summary
Annual number of cne-way trips 113,600
Trips provided by paid drivers 110,000
Number of volunteers 40
Year established 1973
Type of administration Agency-based
Type of service Advance reservation,
Demand response
Urban or rural Rural
Source of funding Federal, State,

United Way, grants
membership drive, &
townshlp revenues

AREA IV AGENCY ON AGING AND
COMMUNITY SERVICES
Community-based

Deputy Director for Community Serviceand Com-
munity Action Program: Jean Engelke

The Area IV Agency is located in Lafayette
(home of Purdue University). It was in Indiana
that the distinction between agency-based and
community-based volunteer transportation
occurred to me.

It was also here that a vision of the future of
community-based veolunteer transporiation
sparkled into view. Indiana (and its predecessor
Huntsville, Alabama) may be the proving
grounds for a revolution in community transit.
What they have accomplished is amazingly
cost-effective and easy to copy. It represents a
sensible transit solution for rural communities
that desperately need public transportation.

The Area IV Agency on Aging and Commu-
nity Services serves eight counties including
Tippecanoe. Being farm country, there is no
fixed route public transit systermn. While there is
a specialized transit service for the elderly and
handicapped designated to serve all eight coun-
ties, their meager resources are entirely inade-
quate to handle the needs of everyone needing
public transportation. The small towns of 500
to 1,000 people are no longer self-sufficient
because of the farm crisis that has beset the
Midwest, People are moving away and busi-
nesses are closing. The residents who remain
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have to travel to the larger towns for essential
goods, services, and recreation. If they can't
drive, they're trapped.

In 1985 the Area IV agency searched for so-
lutions. At first they didn’t discover any, Some
of the rural transit and specialized transit sys-
tems they researched were operating in the red
because of small ridership potential. Continu-
ing to search for an innovative solution, Jean
Engelke was told about a unique program
developed by Ira Doom in Huntsville, Alabama.

Ira Doom's office (the local office of the Ala-
bama Department of Transportation) had of-
fered to fund a van, vehicle insurance, and
maintenance costs if the residents of an timpov-
erished sector of the city of Huntsville would
band together, take responsibility to operate
the van, recruit volunteers to drive, and be
responsible to pay for the gas. This program
was very successful. In fact, it was so success-
ful that it expanded into the surrounding rural
areas as well.

Jean confesses that she went to Alabama
tongue-in-cheek, not really expecting this to be
an answer. What she found was an amazing
success story of government in partnership
with the people. In her own words: “I was
irmpressed with the closeness of the communi-
ties and how they looked at this program as
their baby. It was their program; it wasn't Ira's
program nor did it belong to the city of Huntsville.
This is because Ira built a spirit of partnership
and empowered them to take ownership. It was
truly their service. They were making a go of it.”

Jean returmed to Lafayette enthused, and
with Ira’s assistance wrote a two year Section 6
demonstration grant with the Urban Mass
Transit Administration.

With the grant money, Area IV purchased
five 15 passenger vans and selected 6 small
farm towns 1in five different counties that had
the greatest need.

The next step was town meetings. Each
town had two or three meetings before they
made a final decision to Jeap. Jean's method of

explaining the program was simple and persua-
stve. She described it as follows:

I was honest and up front. [ pulled no
punches. I told them we've got a pilot
program for two years. If it doesn't

work in two years, it will fold.

I explained the idea of building a part-
nership in order to make this possible
at the least expense for all.

I described the partnership like this—
the Town Board would appoint an
operating Board as an arm of the Town
Board with approximately 15 mem-
bers. These operating Boards would
run the program, i.e, find the schedul-
ers, do all the P.R. and fund-raising,
recruit, monitor, and supervise the
drivers, fire the drivers when neces-
satry, decide trip priorities and sched-
uling priorities. They would be respon-
sible for the gas. Area IV'sresponsibili-
ties would be to provide the van, pay
forvehicle insurance and maintenance
costs, and provide technical assistance.
The technical assistance included help
with preventive maintenance, advice
on driver screening and training, CPR
and first aid classes, and assistance
with volunteer recognition.

The program began providing rides in 1986
and has been very successful ever since, relying
on Section 18 operating assistance funds for
the on-going expenses. Currently it costs only
$38,378 to run five vans in five different com-
munities. The towns are raising money tomatch
federal grants to replace their vans.

One of the beauties of community-based
volunteer transportation is local control. The
people themselves decide who goes where and
when, The programs in Indiana serve the whole
community, including children. Infact, in 1988
more children were transported in some areas
than adults. They are getting to recreational
and cultural events that were out of reach four
years ago.

Seniors are receiving crucial medical atten-
tion and everyone has access to shopping and
services most Americans take for granted. One
80 year old lady who used tc see her elderly
brother less than once a year (even though he
lives a mere 1/2 hour away) now sees him every
Friday.

An Urban Mass Transportation Administra-
tion study reported recently on Area IV's first
year of operation:
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It is estimated that in 12 months of op-
eration these five systems should carry
slightly over 6,000 passengers over a
distance of nearly 57,000 miles. Such
operating characteristics place this
type of service into the lower end of
figures reported for rural demand
response transit systems in Indiana
during 1986. However, as was pointed
out earlier, these systems operate at a
fraction of the cost of the typical
demand response transit system. (pg.
18.)

This study, conducted in 1986, suggested
that two or three years of successful operation
would be necessary to conclude that such
service should be promoted on a wide scale, It
is over three years later. It is time for our policy
makers to give this option serious considera-
tion. We now have a way to provide Inexpensive,
effective public transit to rural communities.

Program Summary

Annual number of one-way trips 22,701
Trips provided by paid drivers 0
Number of volunteers 150
Year established 1986
Type of administration Community-based
Urban or rural Rural
Source of funding Section 18
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Appendix

Names, Addresses
and Phone Numbers

American Cancer Society
Sonoma County Unit

826 St. Helena Ave.
Santa Rosa, CA 95404
(707) 545-6720

American Red Cross
Mile High Chapter
170 Steele St.
Denver, CO 80206
(303) 399-0550

American Red Cross

Santa Cruz County Chapter
2960 Soquel Ave.

Santa Cruz, CA 95062
(408) 462-2881

Area IV Agency on Aging and Community Services
10 N. Earl Ave.

Box 4727

Latayette, IN 47903

(317)447-7683

Community Transportation Association of America

Community Transportation Reporter:

The Magazine of the Rural and Specialized
Transit industry

725 15th St., NW, Suite 900

Washington, DC 20005

{800) 527-8279

DeKalb Voluntary Action Center
1606 Bethany Rd.

Sycamore, IL 60178

(815) 758-0818

GATE Transportation

Ira Doom, Executive Director
1303 Carolina St.
Greensboro, NC 27401

(919) 275-0532

Paratransit Insurance Corporation
303 Heggenberger Rd., Suite 307
Oakland, CA 94621

(415) 635-5353

Silver Key Senior Services
2250 Bott Ave.

Colorado Springs, CO 80904
(719) 632-1521

Sonoma Care-A-Van
P.O. Box 723
Sonoma, CA 95476
(707) 996-7352

University of Wisconsin-Milwaukee
3270 N. Marietta Ave.

Milwaukee, WI 53201

(414) 229-4427

Volunteer Insurance Plan
P.O.Box 1183

San Jose, CA 95108
(408) 297-0755

Volunteer Center of Sonoma County
1041 4th &t.

Santa Rosa, CA 95404

{707) 573-3399

Volunteer Wheels
1041 41h St.

Santa Rosa, CA 95404
{707) 573-3377
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Appendix

Community Transportation
Association of America

TransNet

Driver hiring, personnel procedures, vehicle selection, maintenance, local fund-raising, coor-
dination, training, contracting; all of these issues {and many more) challenge the managers of
community transit systems. Through UMTA's National RTAP project, CTAA is addressing the needs
of local operators by creating the first self-help network specifically designed for the community
transportation industry. The network will provide technical assistance by putting people who
request help in touch with operators who have faced and overcome similar problems.

How to Use the CTAA TransNet

Call on the UMTA RTAP Hotline (800/527-8279)! Someone will answer who can discuss your
problem or question and develop a strategy to handle it. If a reference to a Networker would be an
effective response, you will be put in contact with a CTAA TransNet member whose expertise is in
your interest area. Most one-on-one contacts will be made by telephone or mail. On-site visits can
be arranged if the need is warranted.

In order to maximize the resources of the CTAA TransNet, an effort will be made to work closely
with state Departments of Transportation and state transit associations to develop technical
assistance workshops using members of the TransNet. This will allow Networkers to share their
experience with many operators.

If you are interested in becoming a member of the CTAA TransNet, please call on the RTAP
Hotline. The TransNet needs community transportation professionals with expertise in all areas
of transit provision. Expertise/skills are needed in any of the following areas: arbitration,
communications equipment, substance abuse policy, employee negotiations, insurance, and the
Rural Connection Program. Potential Networkers are required to prepare a submission form
describing their transit systems and skill areas. The submission forms are then evaluated by a
screening committee composed of CTAA members.
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Sample Bylaw for a Community-Based Service, Provided by the Area IV Agency on
Aging and Communily Services

Cooperative Agreement
Between

The andthe Arga IV Agency oh Aging and Community Services, Inc., agree to provide
transportation services to persons of all agesin and the surrounding area, under the Volun-
teer Transportation Program. The will hereinafter be referred to as the
the Area IV Agency on Aging and Community Services, Inc., as the

Both parties acknowledge the receipt of good and valuable consideration supporting the terms and
conditions of this agreement which is as follows:

1. This agreement shall become effective on 19__, and shall continue until
19__, at which time a new agreement may be negotiated.

| 2. Wtis understood and agreed that the transportation services provided herein are in compliance with
; Title VI ofthe Civil Rights Act of 1864, and that no discrimination be made on the basis of race, color,
i sex, hatichal origin or physical or mental handicap for the provision of these services.

3. The Host Community will recognize the complete authority the Project Agency has for approving of
all the plans made for the operation of the transportation project as well as full authority to void any
plans that are thought as unnecessary or are in conflict with the intent of the project.

4. If, with good reason, and after consultation with the Host Community, the Project Agency feels the
transportation program needs to be terminated, the Host Community will return the vehicle to the
Project Agency, in a condition equivalent to that in which it was received, allowing for normal wear
and tear.

5. It may be necessary to make new rules regarding the transportation program and to present these
changes to the Host Community. If the Host Community would not agree to these changes, the
Program would immediately be terminated.

The Host Community agrees to:

1. Manage and operate the affairs of the Volunteer Transportation Program, either directly through the
Town Board or through the establishment of a Transportation Operating Board of Directors. (See
Attachment A.)

2. Furnish volunteer drivers to drive the van designated for this transportation project.
3. Pay for all gasoline costs that are incurred while serving the community.

4. Submit trip reports by the fifth of each month, showing the number of trips provided plus any other
information required by the Project Agency.

5. Deliver the vehicle to the specified service repair garage for the vehicie’s quarterly preventive
maintenance and safely inspection or with new vehicles, inspected as required in the warranty.

6. To assist the Project Agency in locating a qualified First Aid/CPR trainer to conduct these classes
for the volunteer drivers.
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Sample Bylaw for a Community-Based Service, Provided by the Area IV Agency on

Aging and Community Services (Continued)

The Project Agency agrees to:

1.
2.

Grant the use of the motor vehicle identified as follows to the Host Community:

The named insured on the insurance policy will be the Project Agency and the insurance will provide
coverage {0 the drivers from the Host Community. The insurance coverage is as follows:

Single Limit LIability - ..........ccoeevereereeceesserns $500,000
Medical Payments - ..........cococeervvrecciicsinmnnncccnnnns 2,000
Uninsured Motorist - .........c..oveivieieecciinninnas 500,000
Comprehensive - Actual Cash Value less .......... 100.00

Deductible Collision - Actual Cash Value Less $250.00 Deductible {The Project Agency will assume
payment of any deductible).

Pay for all routine maintenance.
Pay for all necessary repairs during the term of this agreement.

Provide for preventive maintenance and safety inspection on the vehicle herein according to the
approved Van Maintenance Report form.

Assist the communities in establishing general First Aid/CPR classes for all volunteer drivers on a
periodic basis and a Defensive Driver’s course whenever possible and to pay for all costs incurred.

Provide technical assistance to the Host Community when such assistance is requested.

Has authority to regulate safety standards including a safety inspection of vehicles by the volunteer
drivers on a regular basis.

Provide for the initial painting of the name of the transportation project on the van.

Host Community Acceptance: Project Agency Agreement:

Signature of Secretary Signature of President of Board of Directors
Typed Name Typed Name

Date Date

The Secretary was authorized to sign onbehalf of the Town Board and this was authorized ata Town
Board meeting on:
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Sample Bylaw for a Community-Based Service, Provided by the Area IV Agency on
Aging and Community Services (Continued)

Attachment A

The Town Board agrees that the Operating Board will do the following:

1. The membership ofthe Board shall consist of the Directors and other members as may be elected
from time to time by the Board of Directors. Members who shall be elected by the Board of
Directors may be removed by the Board of Directors with just cause.

2. Itis anticipated that a minimum of seven 1o ten members make up the Operating Board of
Directors.

3. Members ofthe Town Board shall advise and assist the Operating Board of Directorsin managing
the affairs of the Volunteer Transportation Project, unless the Operating Board is made up of the
Town Board.

4. A majority of the members of the Operating Board must be present to take any action on the
management and operation of the affairs of this Volunteer Transportation Project.

5. The Operating Board of Directors shall meet at least quarterly. The times and places of meetings
of the membership shall be designated by the Board.

6. Special meetings of the Board of Directors may be called by the President or a majority of
members of the Board. Notice of each special meeting shall be communicated to all Board
members before the date of the meeting and shall state the purposes for which the meeting is
called and the time and place it is o be held.

7. The Officers of this Operating Board shall be a President, Vice President, Secretary and
Treasurer and other offices as may be deemed necessary and who are appointed by the Board
of Directors. Any two offices, except the offices of the President and Vice President, may be held
by the same person.
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Volunteer Wheels
Handbook for Volunteers

Waelcome to Volunteer Wheels, one of the family
of Volunteer Center programs which encourage
volunteerism in Sonoma County.

This Handbook describes Volunteer Whesls (VW
for short) in some detail so you can easily familiarize
yourself with our history, our structure, and our
operating procedures. Please keep this Handbook
with you when you drive because it includes many
useful tools such as maps and diagrams of mobile
home parks.

We provide affordable, door-to-door transporta-
tion to:

people who cannot drive, including chil-
dren at risk of abuse;

people who are unable to use pubiic
transportation;

people who have no other transporta-
tionresources (such asfamily or friends).

All new clients must submit an application and a
physician’s referral to determine eligibility. The vast
majority of our passengers are seniors and disabled
persons. Without VW they wouid be entirely house-
bound and unable to continue to function independ-
ently in society.

Our History

in the early 1970's people became increasingly
aware of the transportation problems facing elderty
and disabled persons. In 1975 the Volunteer Center
organized VW as a local solution to this problem.
Using volunteer drivers was, at that time, a novel
ideal.

In the early years VW operated only in Santa
Rosa with two paid employees, one donated lift-
equipped van, and a handful of volunteers. Much
effort was spent informing the public that this service
was available. We grew each year. By 1980 we had

expanded countywide and were providing approxi-
mately 14,000 trips a year. In 1984 we provided
34,000 rides. As this handbook is being revised in
1989 we are completing our 15th year of service and
estimate completing 37,000 rides this year.

VW has 8 paid employees and approximately
120 volunteers. We own and operate 7 vans with
wheelchair lifts and two autos. Many volunteers
prefer to drive their own cars.

Organization

VW policies are determined by acommittee com-
posed of representatives fromthe Volunteer Center
Board of Directors, including at least one active
Wheels volunteer (who is not a Board member), and
the VW Director, who manages the program and
sees that the policies of the committee are imple-
mented.

The Director also represents the agency in or-
ganizations such as the Paratransit Coordinating
Committee of Sonoma County andthe Califomia As-
sociation for Coordinated Transporiation.

Our Program Coordinator supervises the daily
operations, including the work done by our schedul-
ers and dispatchers, and the work done by our most
important part-time staff member: YOU!

Our three paid van drivers work full-time. They
transport our disabled clients in wheelchair lift-
equipped vans.

VW also schedules and dispatches rides in coor-
dination with other agencies who serve specific
populations in the County.

How the Program is Financed

The annual operating budget for VW is in excess
of $275,000. The bulk of funds come fromihe County
of Sonoma and the City of Santa Rosa {from state
sales tax earmarked for public transportation). Pas-
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senger fares comprise approximately 15% of our
income. We receive additional financial assistance
from United Way, special events, concerned indi-
viduals, corporations, and service clubs.

Where Do We Take Clients?

While 75% of our rides are to medical appoint-
ments, we recognize that people without transporta-
tion have wide-ranging needs. Because of this we
don't prioritize our rides, with the exception of an oc-
casional critical medical appointment that must take
priority. We limit each client to two one-way trips or
one round-trip per day, with a maximum of three
travel days per week.

About Volunteer Driving

There are three classifications of volunteer driv-
ers:

1. City drivers, using personal auto;
2. County drivers, using personal auto;

3. Driversusing VW ownedvans andcars.

City drivers typically volunteer 1/2 day a week,
although a handfuldrive one full day each week. City
drivers provide rides within the greater Santa Rosa
area, typically delivering one passenger per 1/2hour
on a schedule.

County drivers complete individual rides, sched-
uled in advance. A typical County ride might go from
Santa Rosa to Sebastopol for a doctor's appoint-
ment. Thedriver waits forthe passengertefinishand
then returns home.

Volunteers who drive Wheels-owned vehicles
generaily volunteer 1/2 day a week.

Notes to All Volunteer Drivers

1. Our motlo is: safely first. We prefer you
arrive late rather than chance an accident!

2. Ourofficeis air-conditioned inthe summer;
smoking is not permitted and hot “coffee”is
almost always available in the kitchen.

3. With the exception of iliness or emergen-
cies, please let us know early whenyou are
unable to drive. it is very difficult to find
substitutes, especially on short notice.

4, Qur insurance requires that all drivers ad-
here to varicus health, insurance, licens-

ing, and training requirements. Currently
we require:

a. A current Motor Vehicle Repori. Please
informthe Director if you cause an accident
or receive a moving violation.

b. A copy of your personal auto insurance
and yearly renewal if driving your own
vehicle.

c. A written application with a signed state-
ment of physical condition which includes
any medicines being used which might
cause drowsiness or impair your driving.

d. Two training sessions offered by VW to
be completed sometime in your first year:
basic first-aid and defensive driving. Our
van drivers receive additional training in
the safe cperation of their vehicle.

5. VW provides a $1 million excess liability in-
surance policy to drivers who are driving
their own vehicles. Volunteers are also
covered by a blanket liability policy when-
ever they are volunteering, whether in or
out of a vehicle.

6. Wearerequiredby lawtocharge fares. Be-
cause enough of ourclients pay the fullfare
willingly, we can be quite ienient withthose
who are experiencing severs financial
hardship. Those who pay a discount fare,
or nothing at all, will show you a blue card.
Some keep track of their rides and send us
a check once a month. They will show you
ared card. Convalescents and residential
homes generally pay once a month fortheir
residents.

7. All drivers who use their own cars can re-
quest reimbursement at a rate of $.25 per
mile, although it benefits the programgreatly
whenthose who canafford it do not request
reimbursement, or accept a reduced rate
such as $.15 or $.10 per mile. Those who
do not claim reimbursement may legally
deduct their miles from federal taxes at a
rate established by the IRS.

Pleaseturn in your hours and mileage form
to the office by the 7th of each month,
whether or not you request reimbursement,
We need to report this information to our
funding sources.

Page 74

© Studebaker 1990: Succeading with Volunteer Transportation



8-

When you arrive at a client’s house, go up
to the door and ring the bell or knock—Do
NotHonk Your Horn!Thenyou willbe there
should they need any assistance to your
car. Once to the car, help them with their
seat belt. We will not transport anyone who
refuses o wear a seat bel unless they
have a written exemption from a physician.
Be sure to fasten your own...

Upon reaching the destination, offer any
assistance necessary for the safety of the
passengers. You are not, however, re-
quired to do any lifting or physical assis-
tance which may cause you physical dis-
tress. Juveniles must be escorted door to
door. We recommend that the receiving
adult sign your schedule, indicating the
time of arrival. This protects you and the

program.

10. Always let the office know if any of the

1.

following occur:

a. you take a client to a different destina-
tion;

b. client advises they do not need a ride
home;

¢. client is not home when you arrive;

d. you cannot find client you are to take
home;

€. any unusual problems occur.

We trust you will interact with our clients in
a wam and friendly way. However, we
recommend you not give out your personal
phone number. If a passenger needs spe-
cial assistance, letus know inthe office and
we will contact the appropriate social serv-

ice agency.

12. A word about cancellations . Many of our

passengers are frail or ill. As a result, they
sometimes cancel appointments at the last
minute, particularly inbad weather. Most of
the timethey callus and tellus; sometimes
they don't. We have no way of planning for
cancellations because they are random
and differ from day to day. We beg your
patience and understanding when they do
occur. We ailso suggest County drivers
phone their passengers before embarking

on a ride. City drivers will simply have
unrehearsed blank spaces in their sched-
ule from time to time.

13. Volunteer driving is an exceptional volun-

teer opportunity. However, we find it isn't
for everyone, which sometimes isn't clear
until it’s been tried. So you (and we) cught
to approach your first three months on a
trial basis. Once you've been with us for
more than three months, we woukd appre-
ciate some notice if you plan to move on to
other activities. We've had one or two in-
stances over the many years when we've
had to ask a long term volunteer 10 leave
due to misconduct or very unsatisfactory
performance. Because of this experience,
we now have a policy whereby a volunteer
may be suspended for two weeks while a
particular issue is being reviewed. He or
she then has the right to ask for a review of
a committee of other VW volunteers if the
matter can't be resolved easily.

14. It is quite common to hear from our drivers

that they receive more than they give.
Nevertheless, twice a year we enjoy heap-
ing on additional praise at our Annual Pot-
luck Dinner and the Volunteer Center's
Annual Recognition Dinner. These are fun
events. We encourage you and your spouse
to attend.

15. VW generally honors the major holidays

such as Christmas, New Years Day,
Thanksgiving, and se forth. If there is any
question about your scheduled day, call
the Program Coordinator before you drive.

Notes to City Drivers

1.

In the back of the Handbook there is a
sample computer-generatedtrip schedule.
There are footnotes with it that explain
each element of a trip. Please study this
prior 10 your training session so you are
familiar with how we schedule rides.

City drivers generally drive the same 1/2
day each week. We know how important
flexibility is to you, so we have a special
calendar in the office. Once you sign out,
you have no further commitment to that
day.
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3. Often times you will need to communicate
some change or correction having to do
with client information. Telling someone in
the office has proven inefficient. So we
devised the “Write-it-Don't-Say-It” form.
Record your information on this form and
we'll be sure to make the correction.

Section for Drivers of Agency-Owned Vans
and Autos

The first thing to do each day is check the board
above the couch forimportant maintenance informa-
tion. This info will change from day to day.

Please fill out your maintenance sheet before
embarking. Be sure to record any mechanical prob-
lems you discover sothey can be attendedto. inform
the Program Director verbally andimmediatelyif you
perceive anything wrong with your vehicle which you
feel might represent a safety risk.

Obviously, driving a van is different than driving
a car, Because it is bigger, at first it may seem
unwieldly to you. Use your mirrors weli and you will
have excellent visibility. We made custom lift covers
that do not block side visibility for maximum safety.

You must have 10 feet clearance. If you don’t
have 10 feet, don’t drive under a solid object. Please
pay careful atientionto clearance. Fiberglass bubble
tops are expensive to repair.

Passengers entering and exiting a van may ex-
periencedifficulty negotiatingthe steps. Please assist
them up and down the steps by standing outside the
van as they embark and disembark. if a passenger
has too much difficulty with the steps, load them on
the van via the lift. Be extremely careful with this, as
the lift is unsteady. You may need to go up on the lift
withthem, or steady them fromthe ground as they go
up or down. Use caution and common sense.

Passengers must wear seat belts at all times.
They must keep their seat beit on until the vehicle
has come to a complete stop.

Tieing a wheelchair down is a special area of
knowledge which will not be described here, al-
though we would like you to know how to do this. It
will be demonstrated during your training session.
Once a chair is tied down, please be certain to Use
the Lap belt restraint, which acts as a seatbelt for the
client in a wheelchair. There is never an exception to
the rule of always using a lap belt. It does no good to
secure the wheelchair to the floor if the client is not
secured to the wheelichair.

If you feel a passenger cannot be transported
safely, don't take them. You must always have the
final word. You have full authorization to deny a rider
for safety reasons. Of course, always inform the
ofiice if this happens.

Ifyou have an emergency onthe road, be certain
to attract immediate attention by stating clearly over
the two-way radio: “This is M-2...I have an
emergency...Repeat, | have an emergency.” As
soon as the supervisor comes tothe radio, explainas
concisely as possible what the emergency is and
what your location is. We'll need to know if in your
judgement we should call911 and whether you need
police, fire, or ambulance.

Accident report forms arein every vehicle, asare
registration papers and the name and policy num-
bers of our vehicle insurance. If you have an acci-
dent, fill out the forms completely and have your
passengers fill out the card included in the packet.

You will be shown how to operate the lift safely.
Remember to be certain the lift covers are off the lift
before you begin to operate it or the covers will be
torn to shreds.

Always say our call letters when commencing
and ending a transmission on our two-way radio.

Please avoid the use of inappropriate language
on the air. If you wish to use common CB terms such
as 10-4, that is fine. Just make sure you are under-
stood.

With respectto air conditioners, it helps if you oc-
casionally cycle the A/C during the winter months to
keep it in good working order. During the summer
months, if you hop in the van and it's very warm
inside, open the windows for the first five minutes of
air conditioning. This blows out the hot air. If you're
idling for a long time, turn the A/C off.

When you return to our parking lot, be certain to
turn off the lift interlock switch and any internal lights
orthe battery will be dead inthe morning. The radios
turn off with the ignition.

Ifyour vanis dirty and you have a little extratime,
please give it a wash. We have cleaning utensils at
the office. It helps to take five minutes and just wash
off the road dirt if nothing else. Remember, a clean
van runs better!
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Volunteer Wheels Confidential

1041 4th Street For Office Use Only
Santa Rosa, CA 95404-4329 1. Approved by:
(707)573-3377 2. Card Made:

Toll Free (800) 992-1006 3. Late Client Call:

Application For
Volunteer Wheels Service

Name
Last Name First Name M

Address
City State Zip Code
Birth Date: __ Male __ Female
Phone Number Day: Evening:
Number in Household (circle one) 1 2 3 4 5 6+
(Private Residence)

Emergency Contact
Name

Last Name First Name
Relationship
Phone Number Day: Evening:

Areyoudisabled? __ Yes__ No  Nature of disability (if applicable)
Must use awheelchair __ Yes __ No; Cane __ Yes _ No; Waker__ Yes __ No
Need for Service Permanent Temporary until:

I need to use Volunteer Wheels because: (please check all that apply)
__ ldonotdrive.
I am unable to arrange some or all of my transportation through friends and family.
i cannot afford to take a taxi on a regular basis.
| cannot ride the bus because

I understand there is a charge for this service and promise to pay the fare each time | ride.
| will pay the fare by check each month.
I need to discuss the fare with the Volunteer Wheels staff.

Signature Date
This application will be reviewed and you will be notified regarding your eligibility.
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Physician’s Certification of
Need For
Volunteer Wheels Service

In order to qualify for Volunteer Wheels service you must have your physician
complete and sign this form. Please mail it to Volunteer Wheels along with your

completed application.

Thank you.

I, Dr. , certify that is unable to
(Please print) (Client Name})

ride public transit and therefore requires Volunteer Wheels door-to-door transporta-

tion for the following physical, mental or emotional reasons.

Signature Date

Volunteer Wheels
1041 4th Street
Santa Rosa, CA 95404-4329
(707) 573-3377 » Toll Free (800) 992-1006
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Sample
Computer Schedule

2:30 Doe, Jane Sateliite Dialysis 4916 Seawolf Drive
707/838-0002' 1255 No. Dutton
AMB. Rating: B? Map Grid: F-74 Map Grid: E-11
Trip Ref: 4:30° Pays: Red’
Trip Notes: pick-up early
Client Info?: uses a walker
Explanatory Notes

. This is the passenger's phone number.

The ambulatory rating allows us to skillfully match the passenger’s range of physical motion with
the correct vehicle. This is particularly important information when more than one passenger
needs to be assigned to a vehicle (because one will have to sit in the back seat and many of our
clients have difficulty with back seats.) Remember, physical conditions improve and deteriorate.
Please inform the office when the amb. raling needs adjustment so we can change it in the
computer.

The client information that appears on this line is information that is unique to that client or their
place of residence. It will always appear whenever that client’s name appears on the schedule.
This differs form the Trip Note (6), which is information about that particular trip only.

We use AAA maps only. The grids will help you locate a street quickly on the AAA map. Maps
are available in the office.

Thetrip referencetells you the appointment time (not the pick-up time) of the returntrip. Therefore,
if it says 4:30, you can inform the client that a driver will pick them up sometime after 4:00 (or
approximately half an hour prior to the appointment time).

Trip Notes (see 3 above).

“Yes" means to expect the full fare in cash. “Red” means they pay each month by check. lf there
is amount indicated like .25, it means their discount fare is a quarter.

Volunteer Wheels
1041 4th Street
Santa Rosa, CA 95404-4329
(707) 573-3377 « Toll Free (800) 992-1006
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To All Van Drivers: A daily vehicle preventive maintenance record must be completed anq' kept on file.
Paid drivers can submit completed form once a week. Volunteer drivers should hand in their completed
form each day. If a problem needs immediate attention, please inform the program director verbally as

well as noting it on this form.

Volunteer Wheels Vehicle Preventive
Maintenance and Daily Inspection Report

Date(s) 19 Van No.
Mileage: /
Beginning Ending
Driver:
Check if O.K. X if Needs Attention  Include Comments to Heip Clarify Problems
Daily Weekly
M1l wlmlF Voluntaers should perform weekly inspec-

tion each Thursday.

Water, oil, gas and air. Check for
proper levels.

Seat Belts. Check forwearand secure-
ment.

Tires/Body. Check for Damage.

Doors, Emergency Releases and
Windows. Proper operation.

Glass and Mirrors. Check for cracks
and cleanliness.

Seats, Handrails and Modesty Panels.
Check securement.

Wipers and Washer.

First Aid Kit. For completeness.

Horn.

Indicator Lights.

Parking Brakes.

Brakes.

Radio and P.A.

Warning Devices.

Exterior and Interior Lighting System.
Lift. Cycle lift and visually inspect for
leaks, damaged hoses, loose fasten-
ers, cables and chains. (Applies only if
iift wili be in use that day.)

Fuei.* # Gallons

Comments and Other Mechanical
Difficulties:

*Please fill tank (or tanks) when at or
below a half a fank. Indicate number of
gallons added. Write an “R"ifgassed at
Redwood Oil.

Form Evaluated
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*** Must be to the VW Office by the 7th of the Month in order to Qualify for Reimbursement. ***

Volunteer Wheels Mileage Expense Claim

Name Travel Month

Date| Client Name Speedometer Reading Total Miles Total Hours
Stant Finish

ONOGEON

Signature Totals: Miles Hours
Date X@ Allowable reimbursement up to
25¢ per mile. (Any amount over 12¢ per mile is 1axable income according to the IRS.)

Total Reimbursement Claimed $

Thank you!
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Volunteer Wheels
Volunteer Driver Application

Date of Birth Driver's License #

Name Street Address

City Zip Phone
In Case of Emergency, Notify Phone

Current Employer: Company Address

Position Held From

Last Employer: Company Address

Position Held From To
Reason for Leaving

Special Certificates:i.e. CPR, Medical Certificate, Defensive Driving, First Aid. (Indicate certificate(s) and
expiration date.):

Accident Record for the Past Five Years. (Attach sheet if more space is needed)

Date Nature of Accident Were you at faulit? Fatalities Injuries
(head-on, rear-end, etc.) Yes/No
1.
2.
3.
Traffic Convictions {Moving Violations Only) for the Past Five Years
Location (City and State) Date Infraction Penalty
1.
2
3.

A.Have you ever been denied a license, permit or privilege operate a motor vehicle? __ Yes __ No
B.Has any license, permit or privilege ever been 1o suspended or revoked 7 __ Yes _ No

*| agree to read the Volunteer Wheels Handbook and abide by the policies therein, including attending
adefensive driving and First Aid/CPR class in my first year of volunteering, provided by Volunteer Wheels.
1 will inform Volunteer Wheels of any moving violations or at-fault accidents that occur during my tenure
as a volunteer whether or not they occur while volunteering, and agree to maintain at least the rinimum
level of auto insurance on my vehicle if driving my personal auto as a volunteer.

| also understand it is the policy of Volunteer Wheels that all passengers and drivers must at all times
be seatbelted when riding with Volunteer Wheels. | agree to abide by this policy and will not transport a
passenger who refuses to fasten or have their seatbelt fastened unless excused from this requirement
with a physician’s certificate.

This certifies that this application was completed by me, and that all entries on it and information in it
are true and complete to the best of my knowledge.”

Signed Date
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Driver's Statement of
Medical Condition

Below is a check list of certain medical conditions, the drugs commonly prescribed and their potential side
effects on driving. Check any that apply to you and describe below your condition, level of medication, the
effects it has on your driving, and any other comments relative to how your physical or emotional condition
and/or drugs taken influences your ability to drive safely. Then sign and date in the space below.

i you have no physical or emotional conditions that impair your driving and currently take no drugs that
impair your driving, simply sign and date this page below.

Chronic Condition Drug Type Side-Effects on driving

—_ Asrthritis Analgesics Drowsiness, inability to concentrate

__ Allergies Antihistamines Drowsiness, confusion

__ Common Cold Antihistamines Drowsiness, blurred vision, dizziness

__. Diabetes Oral Hypoglycemic Drowsiness, inability to concentrate

__ Hypertension Antihyperactives Drowsiness

__ Rheumatism Analgesics Drowsiness, inability to concentrate

__ Waeight Control Stimulants False feeling of alertness, overexcitability
Emotional State Drug Type Side-Effects on driving

__ Anxiety Sedatives Drowsiness, staggering

 Depression Stimulants False feeling of alertness, overexcitability
__ Fatigue Stimuiants False feeling of alertness, overexcitability
Comments:

Signhature Date
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10.
11.

Exit Interview
Questions

Why have you decided to leave the volunteer position?
How would you describe your relations with other volunteers?
How would you describe your relations with agency staff?

How did we do at allowing you to do the type of volunteer work you were really
interested in?

What did you like and not like about the volunteer program?

What recommendations would you make for changes in the volunteer pro-
gram?

If you were turning this job over to your best friend, what would you say was the
best thing about it? The worst?

How did the initial description of the volunteer job match with the reality?
What, if anything, have you gotten out of this volunteer job?
What didn’t we tell you about the job that you would have liked to know?

What kind of volunteer job are you looking for now?

© 1986. McCurley & Vineyard. 101 Tips
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WHAT OTHERS ARE SAYING ABOUT SUCCEEDING WITH VOLUNTEER
TRANSPORTATION:

As the field of volunteer management matures, more and more
specialized information is needed. Dennis Studebaker has
provided practical, thorough, and easy-to-use information on a
critical specialty—volunteer transportation. Every reader, and
in fact all of us, will benefit from his effort and experience.
Sue Vineyard, Author, Trainer &
Consultant in Volunteerism
Downers Grove, Illinois

This work is a substantial gift to others.
Millicent “Mikki” Kraushaar,
President-Executive Director
Silver Key Senior Services
Colorado Springs, Colorado

Succeeding With Volunteer Transportation is delightful,
informative, and a must for anyone either starting or actively
involved in a volunteer transportation program. It will bring
insight and inspiration to many seeking to provide needed
transportation in their community.
Karen Trzeciak, Assoc. Director
Voluntary Action Center
Sycamore, Illinois

This book is essential for those in volunteer management because
it blends mission and seasoning.
Ira Doom, Executive Director
GATES Transportation
Greensboro, No. Carolina

Your book was a great help. It convinced me that I am on the
right track with re-organizing my volunteer program. I
especially liked the section on volunteer recruitment. The ideas
were brief, specific, and easy to see how to implement.
DeEtta Nicely, Transit Coordinator
County of Monterey, California

The content is right on target with answers to my questions that
were easy to digest and review. These pages were a breeze and to
the point. I also liked the honest, but motivating GO
VOLUNTEERS! sales pitch throughout. We all need the boost.
Marion Marks, Executive Director
Coordinated Transportation Systems
Gainesville, Florida

Reading stories of the other volunteer transportation groups
makes me think about some new ideas and some bigger dreams.
Rev. Alan Piotter
Co-Founder, Sonoma Caravan
Sonoma, California
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