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Code of Good Practice for
Passenger Transport

This handbook applies to all drivers and escorts undertaking
duties on behalf of Devon County Council.
Please note: the following terms and abbreviations are used
throughout.
Accessible vehicle

Bus or Coach

Car
DBS
DCC
DfE
DfT
DVLA
MASH
Minibus
Passenger

PCV
TCS

A vehicle designed or adapted for carrying
passengers in wheelchairs, or passengers
with disabilities, normally equipped with
a wheelchair-lift or ramps, (may also be
referred to as a “welfare vehicle”)
Any vehicle able to carry more than 16
passengers (in addition, legislation defines
a coach as a vehicle over 7.5 tonnes and
able to travel at more than 60 mph)
Any vehicle able to carry up to 8
passengers
Disclosure and Barring Service (replaced
CRB –Criminal Records Bureau)
Devon County Council
Department for Education
Department for Transport
The Driver and Vehicle Licensing Agency
(who issue UK driving licences)
Multi Agency Safeguarding Hub
Any vehicle able to carry 9 to 16
passengers
Any passenger carried. These include:
• Children and young adults (who are
referred to separately where aspects
apply to them alone).
• Adult passengers, including Social
Services clients.
Passenger Carrying Vehicle
Transport Co-ordination Service – the
unit responsible for the organisation and
management of DCC passenger transport
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1. Driver and Escort standards
1.1 Disclosure and Barring Service (DBS)
All drivers and escorts must be DBS checked
to the enhanced level before undertaking any
duties on behalf of DCC. ID Badges must be visibly worn at
all times.
1.2 Confidentiality
A driver or escort will, at times, have access to highly
confidential information about passengers. All information
must be treated in the strictest confidence and under no
circumstances may information about the passenger be given
to a third party unless they are in a position of authority (e.g.
police, paramedics or school staff). This must then be reported
to your employer as soon as possible who should then inform
TCS.
This is a legal requirement under the Data Protection
Act and any loss of data may lead to prosecution and the
termination of your contract or employment. Any loss of
confidential information must be reported to your employer
and TCS immediately.
1.3 Awareness
Drivers and escorts need to be aware of the needs of the
passengers being transported. The prime concern for all
drivers and escorts is the safety, wellbeing and comfort of the
passengers.
Passengers must be treated with dignity and respect at all times,
and it is essential that drivers and escorts are sympathetic to the
problems and needs of passengers.
1.4 Professionalism
Drivers, escorts and vehicles are often the most visible part of
the service for members of the public. Drivers are expected to
drive in a safe and considerate manner, without aggression,
and to display a professional and courteous attitude to their
passengers and other road users.
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1.4.1 The driver:
• Should be familiar with the workings of the vehicle, and have
the necessary training for specific requirements. For example,
when using wheelchair accessible vehicles, they must be
trained to use the equipment for securing wheelchairs and
occupants, also safe operation of the tail lift;
• Must carry out the daily checks on the vehicle required by
law (see Section 3, Before Starting). They are expected to be
familiar with, and observe, the Highway Code at all times.
Speed must always be appropriate to road conditions and
passenger comfort and not exceed the speed limit. DCC will
take any instances of speeding or reckless /careless driving
very seriously.
1.4.2 The escort:
• Should ensure they are aware of passengers’ specific
requirements, that they have completed all mandatory
training, all regular updates of training and complete any
specific training as and when required. They are expected to
display a professional, caring and courteous attitude to their
passengers and their parents/carers;
• May be asked by parents/carers to pass information between
home and school/ centre. This should normally take place
using the home to school diaries or by letter, but on occasions
you may be requested to pass on a short verbal message. This
information should be passed on immediately upon arrival at
the school/ centre;
1.5 Health & Safety
Drivers and escorts are responsible for the safety, comfort and
security of passengers, their equipment or luggage while carried
in the vehicle, and while the passenger is boarding or alighting.
This includes ensuring that any equipment or luggage does
not block gangways or access to seats that are being used, or
access to any doors including emergency doors.
1.5.1 Where carried, escorts:
• Are responsible for managing the passengers on the vehicle;
• Must stay on, or within view or earshot of the vehicle at all
times. The driver should concentrate solely on driving;
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• Should be situated so that they can see all passengers on the
vehicle. In taxis they should sit in between the two passengers
in the back seat, in a minibus preferably they should sit
two thirds of the way back. If employed to escort a specific
passenger they must sit with them;
• Must not sit in the front passenger seat while passengers are
on board the vehicle;
• Must ensure that any passenger who requires an escort sits in
the confines of the vehicle and not in the passenger seat next
to the driver, unless advised otherwise by TCS.
1.6 Fitness
Drivers and escorts must be medically fit to undertake their
duties. They must inform their employer immediately if they
have any medical condition which will affect their ability to drive
or undertake their duties as an escort.
No alcoholic drink is to be taken before or during duty (and at
any time beforehand on the same day). This includes drinking
without exceeding the legal limit for alcohol while driving.
Be aware that alcohol from drinking the day before may still
remain in the blood for up to 24 hours, and any alcohol can
affect judgement.
Drivers and escorts must not take, or be under the influence
of, any drugs which will affect their ability to undertake their
duties. This may include prescribed drugs or medication.
1.7 Conduct
1.7.1 Appearance
Drivers and escorts are expected to present themselves in
a smart and appropriate manner at all times. Appropriate
footwear must be worn at all times.
1.7.2 Smoking
Drivers and escorts are not to smoke at any
time in the vehicle, or on any DCC premises.
This includes before operating any journey
and includes the use of electronic cigarettes.

5

1.7.3 Food & Drink
No food or drink must be consumed while driving or
escorting. Passengers are not allowed to consume food
or drink on the vehicle unless it is agreed by TCS due
to a medical condition. Passengers should not be given
sweets, drinks, presents or gifts by drivers or escorts.
1.7.4 Mobile Phones
Mobile phones must not be used by drivers at any time
while the vehicle is moving. This includes any hands free
sets or other hand held devices.
1.7.5 Co-operation with Checks
Checks are carried out to ensure that standards are
maintained. All drivers and escorts are expected to cooperate fully with any instructions given by the Police,
DfT officials or DCC staff. Checks may include random
checks on ID badges, passes, loading surveys, and
vehicle or escort checks.
1.7.6 Unauthorised passengers and goods
The carrying of unauthorised passengers and goods is
strictly forbidden.
1.8 Route Folders (for escorted routes)
A route folder should be available for each
journey on escorted routes. It should contain:
• A route schedule;
• Details of passengers travelling and their
needs and emergency contact numbers;
• Any applicable manual handling plans;
• Code of good practice;
• Incident, accident and parents not at home forms;
• MASH contact numbers and other essential numbers;
• A log book:
• Should be completed after each journey with
appropriate information regarding the journey and
passengers.
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• For Contractor employed escorts there is one log
book for each route and all escorts who travel on that
route must complete the log book, including relief
escorts. The log book should be kept in the route
folder.
• DCC permanent and relief escorts will be given a
log book for their own use to complete after each
journey.
• All log books should be returned to TCS at the end of
the academic year.
Relief contractor escorts should have access to the route folder
and use it to familiarise themselves with this information prior
to collecting the children. Relief DCC employed escorts will
be briefed by TCS and this information must remain with the
escort for the journey.
The route folder must be carried on the vehicle when
passengers are on board. The information should be kept
confidential and secure at all times. It must not be left on the
vehicle when it is not carrying out DCC contracted transport. It
is the employer’s responsibility to arrange for the secure storage
of the route folder between runs.

2. Safeguarding of vulnerable passengers

Drivers and escorts should report any circumstances that are
unusual or are a cause for concern and which may have a
bearing on the welfare of the passenger. If drivers and escorts
have any concerns report it, do not ignore it.
If you have any concerns they should be reported to the
safeguarding officer at the school/centre served. Should no
person in authority be available you should contact the Multi
Agency Safeguarding Hub (MASH). Details of how to contact
this service is listed in Section 10 (Contact Details) of this
handbook.
Drivers and escorts should not, under any circumstances, act
on any information themselves. Under no circumstance should
drivers and escorts pass information to a third party.
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3. Before Starting
3.1 Driver Daily Vehicle Checks
Drivers are required by law to undertake a number of daily
checks on the vehicle before driving. Daily vehicle checks
include inspecting:
• Engine coolant water level *;
• Engine oil level *;
• Condition of the vehicle bodywork;
• Tyre pressures, condition and wear;
• Wheels for condition and security;
• Brakes for operation (leaks, pressure build up);
• Lights, reflectors, markings and number plate condition and
illumination;
• Speedometer and tachograph (if fitted);
• Windscreen wipers and washers including the washer
reservoir level;
• Horn and all warning devices, including door warning
buzzers;
• Condition and working of seatbelts, including buckles and
inertia reels;
• Mirror damage, and that mirrors and windows necessary for
driving are clean;
• Fire extinguisher;
• Any required PCV operating licence, permit or taxi licence;
• That all doors are unlocked each time before carrying
passengers. For vehicles able to carry
more than 8 passengers, failure to do so is
an offence.
Daily checks marked * are required to
ensure that the journey is operated reliably.
All defects must be reported to the
employer immediately. Drivers must ensure
they wear their ID badge on every journey.
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3.2 Escort Checks
Escorts must ensure they check the route folder regularly and
that it contains the necessary information and forms. All escorts
should have the route folder, logbook and their identity badge
with them on every journey.
3.3 DCC vehicles
Drivers of DCC vehicles must complete the Drivers’ Record Book
before and after each journey.
3.4 School Bus Signs
Vehicles able to carry more than 8 passengers must display
School Bus Signs while the vehicle is being used to convey
school children between home and school. At all other times
School Bus Signs must be folded up/covered.
3.5 Refuelling
The driver must ensure the vehicle has enough fuel to carry out
the journey. Never refuel with passengers on board.
3.6 Cleaning
The vehicle must be kept in a reasonable condition of
cleanliness inside and out. Vehicle interiors should not be dirty
prior to starting any journey.

4. On the Road
4.1 Pick-Up Points
4.1.1 Door-to-Door Transport
Where pick-up and drop-off points are at premises/
home addresses you must stop at the nearest and safest
practical vehicular access.
On School Transport it is the
responsibility of the parent or
responsible adult to bring the passenger
to and from the vehicle.
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It is the driver and escort’s responsibility to ensure that
passengers get on and off the vehicle in an orderly
manner. They should assist passengers on and off the
vehicle where applicable.
At no time should any passenger be lifted unless in an
emergency. In the event of an emergency the vehicle
evacuation plan should be used.
Passengers should be safely secured in their seats before
the vehicle pulls away. All passengers, including the
escort, should remain seated whilst the vehicle is in
motion. Drivers are also responsible for securing car seats
in the vehicle and ensuring that child door locks are
activated. For wheelchair passengers please see Section
6 (Passengers Carried in Wheelchairs).
Passengers should be ready at the notified pick-up time.
On occasions when they are not, the vehicle should not
wait any more than five minutes beyond the stated
pick-up time. If a parent/carer persistently does not have
their child ready, or there are any other concerns, this
should be reported to Transport Co-ordination Service.
For Adult Social Care transport, where an escort is
carried they may be required to assist between the
vehicle and property, if this is appropriate and requested
by TCS. The driver must not leave the vehicle and the
passengers must not be left unattended.
Wherever possible, door-to-door transport should load/
unload on the left (nearside) of the road and on the
same side of the road as the premises. If this is not
possible please contact TCS for advice. Passengers
should not have to cross roads unless it is unavoidable.
Only accessible vehicles using the rear doors (solely for
ramp/ tail lift access) may stop on the right (offside) of a
one way street to access premises.
4.1.2 Pick-Up Points/Bus Stops
On contracted transport (i.e. not a public transport route) only
the designated pick-up points should be used.
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Approach all stops slowly, smoothly and with care and do not
brake sharply. Be aware that as you approach a bus stop some
passengers may stand up before the vehicle stops. Look out for
any latecomers running for your vehicle from any direction.
When pulling into a bus stop always try to stop parallel to the
carriageway so that the rear of the vehicle does not prevent
traffic from passing.
Do not move off until alighted passengers are well clear of
the vehicle. Passengers must wait and cross the road after the
vehicle has moved off.
Before moving away check the door and use the mirrors to
ensure that no coats, bags, scarves, etc. are caught in the door.
Pay particular attention to nearside mirrors when moving away.
Watch out for children rushing towards the vehicle.
4.1.3 Drop-off/Collection at school/centre
If the vehicle arrives early at a school/centre, the passengers
should be kept on the vehicle, until ten minutes before the
opening time, unless permission for an early arrival is given. If
timings of the route need to be amended please contact TCS.
School/centre staff are responsible for the passengers’ safety on
site and drivers and escorts are not expected to supervise them
once they are safely on the premises.
Staff should normally collect escorted passengers from the
vehicle. However if no other passengers are left on the vehicle,
escorts can take passengers to reception as long as they do not
take more passengers than they can manage (recommended
guidelines are two passengers per escort).
Escorts should not leave any passengers unattended (including
in the care of the driver) on the vehicle. However, if the vehicle
cannot drop off on site, the escort should ensure the passengers
are escorted into the school/centre grounds and taken to reception.
4.1.4 Transferring Passengers
Where feeder arrangements exist (i.e. when passengers
transfer from one vehicle to another) passengers should not be
offloaded and left unattended.
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If the other vehicle does not arrive, passengers must be kept
on board and your employer contacted. If they are unavailable
contact TCS for advice.
All transfers should take place on the nearside of both vehicles
to avoid passengers stepping into or crossing the road.
4.1.5 Dropping off Passengers Door to Door Transport
On arrival parents/carers should collect passengers from the
vehicle. It is the driver’s responsibility to unload passengers in
wheelchairs and (where carried) the escort’s responsibility to see
passengers safely off the vehicle.
If the vehicle cannot stop directly outside it may be necessary
for either the driver or the escort to leave the vehicle briefly,
in order to alert the parent/carer that the vehicle has arrived.
The parent/carer should then come to the vehicle to collect
the passenger. The escort should always remain within view
or earshot of the vehicle. They should ensure that escorted
passengers are handed over to a responsible adult.
If the parents/carers are not at home on arrival, you should
wait no more than five minutes. A note should be put through
the door (if carrying a route folder, use the form ‘first message
from school escort’) and continue on the route keeping the
passenger on board. If you return to find that the parents/carers
are still not at home, you should notify TCS who will contact
the appropriate authorities. Once told of a place of safety a
message should be put through the door to indicate this (if
carrying a route folder use the form ‘second message from
school escort’).
If it is out of office hours and you cannot contact TCS you
should contact MASH who will advise where to take the
passenger. Their number can be found in Section 10 (Contact
Details).
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The passenger may be anxious about being driven away. When
the journey continues please reassure them and ensure all
passengers are made aware of the circumstances.
You should not take a passenger home with you under any
circumstances, but you should stay with them until handed over
to an authorised adult.
If this is a regular occurrence TCS should be notified. TCS
must receive written permission from the parent/carer before
any vulnerable passenger is left unattended or with a minor.
Authorisation must also be obtained from TCS before any
alterations to a route is made.
For Adult Social Care many elderly people live alone. If
previously agreed by TCS, an escort can support a passenger
into their home. This may involve helping a client into a chair
in their lounge but the escort should do no more than this (e.g.
make a cup of tea) and must be conscious of the driver and
other passengers waiting.
If you arrive at a property and there is an emergency (e.g. no
heating or electricity) do not leave the passenger unattended.
Notify TCS who will contact the appropriate authorities and
advise you what to do. If it is out of office hours you should
contact MASH who will advise where to take the passenger.
Contact details can be found in Section 10.
4.1.6 Dropping off Passengers at Pick-up Point
• Escorted passengers; must be met at their destination by
the parent/carer. If the parent/carer is not at the destination
when the vehicle arrives the passenger must not be left
unattended.
• Un-escorted passengers; when arriving at the destination,
if the driver is aware that passengers are normally met at their
destination by parents/carer, but when arriving there is no one
to meet them, the passenger must not be left unattended.
Drivers or escorts should contact their company or TCS to seek
advice and inform them that the journey will continue with
the passenger on board. At the end of the journey the vehicle
should return to the drop off point for the passenger. If there
is no responsible adult for the escorted passenger, the driver
13

or escort will be given instructions from TCS where to take the
passenger. If it is out of hours contact MASH for instructions.
4.1.7 Passengers Unable to Access the Vehicle
Passengers should not physically be carried under any
circumstances. A wheelchair or buggy should be used to
transfer passengers who are non-weight bearing. All escorts will
have copies of any applicable Manual Handling plans in their
route folders and should be mindful of their Manual Handling
training.
Please refer to any Manual Handling information contained in
the route folder or contact your employer for further advice.
If you have any concerns regarding the ability of the passenger
to access the vehicle then you must contact your employer who
will inform TCS. A member of TCS can assess the ability of the
passenger and give appropriate guidance and instruction.
4.1.8 Reversing
If you have to reverse at a pick-up point, always do so once
passengers have boarded and not before, to avoid the risk of
colliding with pedestrians.
When reversing a vehicle, always use the reversing horn if fitted
(subject to legal restrictions, i.e. not between 2300 & 0700).
Take particular care when reversing at centres or schools.
4.2 Route Schedules
Journeys are required to run on time and to the schedule
provided. Running early is never acceptable.
If route timings are not realistic please contact your employer,
who should liaise with TCS to ensure that they are amended
and passengers and their parents/carers are informed of the
change.
4.3 Delays and Road Closures
TCS will work with contractors when informed
of planned road closures. If, due to unforeseen
circumstances, a road is closed and you are
unable to follow the normal route, please inform
your employer or TCS. Always ensure that
14

safe alternative stops are used if required. For door-to-door
transport you should not drop at alternative locations without
authorisation from TCS.
Often a “Road Closed” sign means that a road is closed for
pedestrians as well as vehicles (e.g. in times of flood). In such
circumstances a passenger should not be set down unless you
know pedestrians can get through. If necessary take them to a
safe point from where telephone calls can be made to parents/
carers and make sure they are not left unattended.
Where road closures or diversions are known in advance, it is
advisable for the driver and escort to prepare passengers as
some can find changes to routine difficult.
4.4 “No Pass No Travel”
The “No Pass No Travel” scheme is now in place
across the majority of secondary school networks.
It is intended to ensure:
• No vehicle becomes overloaded;
• The driver’s job is made easier;
• Only entitled students travel on the vehicle;
• Our information is accurate in the event of an
accident or emergency;
• Respect for school transport operators increases;
• Behaviour problems decrease and are dealt with more
effectively.
The scheme will only work if strictly followed. Any issues of
drivers not checking passes will be recorded as non-compliance
and TCS will carry out random checks. Repeat occurrences
could result in a contract being terminated.
Familiarise yourself with the instructions and advice for drivers
below:
• Check passes on every journey. If no pass, or a wrong pass,
is shown you must refuse travel;
• It is important the route code and valid dates are checked;
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• Do not depart until 10 minutes after the end of the school
day as anyone who has lost their pass during the day can get
a temporary replacement;
• Accept official temporary tickets ONLY, checking route code
and date;
• ALWAYS display route signs;
• Direct any complaints from parents or students to DCC on
0345 155 1019;
• Drivers of feeder vehicles should check passes for both buses
(the feeder and the main vehicle);
• You should wait to ensure students board their feeder bus to
school;
• No child must be left stranded if you are feeding them to
another vehicle;
• If a student is misbehaving ask to see their pass. Report their
name to your company.
“No Pass No Travel” only applies to secondary school age
children. It does not apply to primary school age children or
those attending a special school.
Where “No Pass No Travel” is not in place drivers should not
refuse travel to children without a valid pass. Take a note of
their names and pick-up points and report this information back
to your employer after the route has been completed.
4.5 Behaviour of Passengers
We expect passengers to behave appropriately when travelling.
Each child and their parent are required to agree to abide by the
Code of Conduct before they are allowed to travel. If they are
unable to sign for themselves then a parent/carer will sign on
their behalf.
If a passenger’s behaviour becomes a problem, action will need
to be taken. If it is serious, assistance should be obtained to
resolve the difficulty. Any behaviour problems must be reported
to the school/centre, and to your employer straightaway, who
must then inform TCS. Never leave an incident unreported as
this will delay any appropriate action being taken. If you have
threatened to report bad behaviour make sure you do so.
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Disruptive passengers must not be ejected from the vehicle
unless somebody in authority is available to receive them (e.g.
school/centre staff or parent/carer).
Any incidents of bullying should be reported to the school/
centre, parents/carers and your employer. If a passenger is
putting a driver or escort at risk because of their behaviour, then
this should also be reported.
TCS will deal with behavioural issues as required. If it is felt
appropriate, DCC has the right to exclude passengers from the
transport for a set amount of time. Only DCC has the authority
to exclude passengers.
4.5.1 Behaviour of Escorted Passengers
It is recommended that if a passenger behaves in an
inappropriate way, the escort moves them or sits next to
them and uses distraction to divert their attention. It may be
beneficial for the escort to spend some time with school/centre
staff to acquire behaviour management techniques, which
could be used during the journey. This can be arranged through
TCS.
If a passenger’s behaviour means it is unsafe to transport them,
as they could be a serious danger to themselves or others, you
are within your rights to refuse to transport them before the
journey commences. It is recommended to allow the passenger
five minutes to calm down before refusal. After five minutes,
if the situation remains the same, the driver or escort should
then inform the school/centre staff or parents/carers that the
transport will continue the journey without the passenger. You
must contact your employer or TCS immediately to report this
matter.
If a passenger refuses to board a vehicle, you should wait no
more than five minutes before proceeding on your journey.
Any violent behaviour towards other passengers, the escort or
themselves must be reported to TCS immediately.
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• An Incident Report form should be
completed for any behavioural incident and
sent to your employer as soon as possible
after the event.
• Any accidents or incidents such as abuse
or physical injury should be recorded on the
Accident Report form (P03) as well as an
incident report form.
Physical force should never be used. The only
exception would be for the purpose of restraining a passenger
who would otherwise cause serious damage to themselves or
others. The degree of restraint should be the minimum possible
in line with training on Behaviour Management. The incident
must then be reported immediately to your employer, school/
centre and parents/carers. The escort should complete the
Accident/ Incident Form and send it to their employer as soon
as possible.
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If there is any doubt as to how to deal with the situation, or
the driver or escort requires assistance, then you must contact
your employer or TCS for advice on the action to be taken.
The first action to take should always be to stop the vehicle
at the nearest safe place. Escorts should remember that the
passengers are their responsibility and ultimate concern, and
should therefore stay with them at all times.
If a passenger runs off from the vehicle then the escort has a
duty of care to report this to the police and then inform TCS as
soon as possible.
Any incidents of bullying should be reported to the school/
centre, parents/carers and your employer. If a passenger is
putting the driver or escort at risk because of their behaviour,
then this should also be reported.
4.5.2 Contact with Passengers
Drivers and escorts should maintain a courteous, professionally
detached relationship with all passengers and their families/
carers. Be very cautious about topics of conversation and ensure
that they are not offensive or open to misinterpretation.
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Avoid any physical contact with passengers. If securing a
passenger in a seat or assisting with boarding or alighting,
always be aware that some people are very sensitive to being
touched or handled. Be cautious about any physical contact
with any passenger to ensure that your conduct cannot be
misinterpreted in any way.

5. Passenger Safety
5.1 Seatbelts
Seatbelts, or special equipment (harnesses, child seats, etc.),
when supplied must be used at all times. All passengers,
including the driver and escort, should wear seatbelts when the
vehicle is in motion.
5.1.1 Coaches and Minibuses
Passengers must be instructed that they are required to wear
the seatbelt at all times. Do not move off until all passengers
are seated and wearing the seatbelt (or harness if fitted). If
necessary, remind passengers that they must remain seated at
all times.
5.1.2 Cars and Small Vehicles up to 8 passenger seats
All passengers must wear a seatbelt before the vehicle moves
off. The law states that any child under 135cm in height and
up to the age of 12 years old must use an appropriate child
restraint/seat. On DCC contracts any child under 135cm in
height must not sit in the front passenger seat.
5.1.3 Special seats and booster cushions
Any special seats and booster cushions supplied for specific
passengers must always be used and correctly secured
and adjusted. If they are required, passengers must not be
transported without them.
When carrying small children or those with special needs,
the diagonal part of the seatbelt may be too high, in which
case they may require a booster seat or child seat. If these are
required but have not been supplied you must inform your
employer.
If any passenger removes their seatbelt whilst the vehicle is in
19

motion, then the driver must stop the vehicle at the nearest safe
place and must not continue the journey until all passengers are
wearing their seatbelts. If a passenger will not put their seatbelt
on after 5 minutes the driver or escort should contact their
employer or TCS. All such incidents should be reported using
the appropriate forms.
Passengers carried in wheelchairs must always wear a seatbelt
that is also secured to the vehicle.
5.2 Seating Capacity
It is a legal requirement that the total seating capacity of the
vehicle must not be exceeded at any time.
Passenger loading is arranged so that no vehicle should be
overloaded. Any additional passengers should not be carried
and you must inform your employer or TCS for instructions.
5.3 Gangways and Access
On minibuses, buses and coaches all luggage and equipment
must be secured safely and must not block gangways or access
to any door. This is to ensure that every passenger seat has clear
access to any doors including emergency exits. This includes
wheelchairs.
Seats should not be used for passengers if wheelchairs or
luggage impedes access to any exit.
5.4 Doors
Access on cars should only be via side doors (not rear facing
doors or hatch). Access on minibuses and larger vehicles should
only be via the main (nearside) passenger door (next to the
driver).
On all vehicles rear facing doors are only to be used for
passengers using the lift/ramps on accessible vehicles.
Doors must not be opened before the vehicle is completely
stopped, and must be properly shut before it pulls away.
Do not allow any passengers to open or close doors on any
minibus, bus or coach. Vehicles able to carry more than 16
passengers must have power doors.
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All cars carrying children and passengers with special needs
must use childproof locks at all times.

6. Passengers Carried in Wheelchairs
6.1 Driver Training
Passengers must be carried in the appropriate
manner, safely, legally and with due regard
to their welfare, comfort and safety as
appropriate to their physical condition. The
DCC “Training Guide for the Safety of
Passengers in wheelchairs” must be
adhered to at all times. This is available from
TCS and is summarised below
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Before driving any accessible vehicles on DCC contracts a driver
must be trained by DCC in the use of:
• The wheelchair-lift or ramps and;
• The equipment for securing wheelchairs and passengers
travelling in wheelchairs.
6.2 Securing Wheelchairs
The driver is legally responsible for ensuring that all passengers
are carried safely.
The wheelchair and the passenger must be secured correctly.
x a
The passenger carried in the wheelchair must always wear
seatbelt that is also secured to the vehicle.
If the vehicle does not have sufficient equipment (i.e. clamps,
belts etc.) the driver must report this to their employer
immediately. Under no circumstances should a wheelchair
x be
carried unrestrained or incorrectly secured.
x
6.2.1 Wheelchair Tags
All wheelchairs carried on DCC
transport must have been inspected
by TCS prior to being transported.
An identifiable disc (see picture)
x
will be attached to the wheelchair
highlighting whether it can be
transported and if so the type of restraint to be used.

NON STANDARD
RESTRAINT REQUIRED

CONTACT FLEET
AND COMPLIANCE TEAM
FOR FURTHER ADVICE
Tel 01392 382068

21
NON STANDARD
RESTRAINT REQUIRED

6.2.2 Passengers carried in wheelchairs must:
• Always be carried forward facing;
• Have the wheelchair handbrake applied;
• Have the wheelchair clamped symmetrically with two
identical clamps, four-point webbing restraints or
specialist equipment supplied by TCS;
• Be secured with seatbelts attached to the vehicle/
tracking. Belts integral to the wheelchair are not
sufficient. This is in addition to securing the wheelchair
itself and;
• Be positioned to leave adequate space to maintain
walking access to all doors, seats and wheelchairs on
wheelchair accessible minibuses (or larger vehicles).
The carriage of passengers in wheelchairs in any way
other than observing the five points above is strictly
forbidden. If you are unsure about how to secure
a wheelchair or how to use the belts to secure a
passenger, contact TCS immediately.
If a passenger refuses to allow the wheelchair to be
secured, or to wear a seatbelt they must not be
transported and must be reported immediately to the
school/centre and TCS.
6.3 When using the vehicle Wheelchair Lift
• The wheelchair must be facing forwards into the
vehicle at all times;
• The wheelchair handbrake must be applied whilst
ascending/descending;
• The platform safety flap(s) front and rear must be up,
and;
• The driver must be on the lift with the passenger while
ascending or descending, except when the wheelchair
leaves no space;
• The wheelchair must be loaded on a level surface. If
this is not possible advice must be sought from TCS.
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6.4 Electric Wheelchairs
Be aware of the risk of operating the control joystick
inadvertently. When uncoupling restraints make it clear that the
passenger is not free to move until told.
For full instruction you must refer to the DCC “Training Guide
for the safety of passengers in wheelchairs”.

7. Driver and Escort Training
7.1 Driver training
In addition to the training for drivers in the safe securing of
wheelchairs (see section 6 above) TCS will be rolling out training
for all drivers in equality and safeguarding. This is in line with
new DfE guidance and DCC policies and procedures.
7.2 Escort Training
All escorts must complete the mandatory training which
includes; induction, safeguarding, manual handling, first aid,
behaviour, equality and data protection training.
Additional training will be required for any escort taking a
passenger with emergency medication intervention. If this has
not been arranged, the escort must contact their employer
immediately who will contact TCS to arrange the training.

8. Disability Awareness

Passengers with disabilities must at all times be treated with
dignity and respect.
Always listen to what the passenger is saying.
Ask the passenger directly if they want to be helped, or how
they wish to be helped. Do not ask others around them.
Remember, disabilities cannot always be seen.

9. Accidents, Breakdowns and Emergencies
9.1 Making Safe Arrangements
The main concern following an accident or breakdown is to
ensure the safety of the passengers. Drivers and escorts must
give clear instructions to the passengers with this in mind.
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Please ensure wherever possible that:
• The vehicle stops in a safe place. If there is a risk of fire or
a risk to life then evacuate passengers to a safe place away
from any danger from traffic or other potential hazards. If
this is not possible due to the needs of passengers being
transported and the vehicle has stopped in a dangerous
position where there is a risk to life, the driver must phone
the emergency services so that they can assist by coning off
the vehicle, while the driver and escort move the passengers
to the safest part of the vehicle.
• Providing the vehicle has stopped in a safe place and the
driver or escort has a signal on their mobile phone, they
should call for help. Only leave the vehicle to summon help
if there is no other way to do so, leaving the escort with the
passengers. If there is no escort on board and a passer-by
agrees to help by summoning assistance, this is preferable to
leaving the vehicle unattended.
• If there is an escort on board then the driver must leave the
passengers in the escort’s care while obtaining assistance. The
driver should ensure the vehicle is made safe before leaving.
• If there is no escort and where it is safe to leave passengers
on the vehicle, drivers who need to obtain assistance
should instruct passengers that they must not leave the
vehicle; drivers must take the vehicle keys with them and if
appropriate appoint an older passenger to take responsibility.
Wherever possible avoid leaving children unattended on a
vehicle.
• Before leaving a vehicle or the driving seat for any reason,
park safely (unless the nature of the breakdown/accident
prevents this), and immobilise the vehicle – switch off the
engine, park in gear and take the ignition key out (if there is
one).
• If safe to do so, passengers should be instructed not to leave
the vehicle and keep them informed that help is on the way.
• Do not allow passengers to push a broken-down vehicle.
• Escorts must alert TCS as soon as they are able if there is a
breakdown, emergency or accident. Contact details can be
found in Section 10.
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9.2 Accidents - Legal Requirements
The law states that in the event of an accident it is an offence
not to stop and exchange the name and address of the driver
and the name of the vehicle owner with all interested parties.
If this is not possible, or if any person is injured, the driver must
report the incident to a police station as soon as possible and in
any case, within 24 hours.
9.3 Emergency Procedures
In the event of an accident the driver or escort should notify
their employer and TCS immediately. The employer and the
contractor must follow this up with a written report to TCS as
soon as possible (for DCC vehicles use Form 3 “Particulars of
a Motor Accident”. A copy of this can be found in the vehicle
pack).
9.3.1 In the event of Fire:
• Stop the vehicle immediately and;
• Switch off the engine;
• Get the passengers off the vehicle and away from any
danger from fire or traffic; (if an escort is on board they
should then stay with the passengers);
• Where fitted, switch off the fuel cut-off switch and do
not open the engine compartment;
• Call the emergency services;
• If there is time, remove ignition key, switch off battery
isolator switch;
• Do not tackle the fire unless it is safe to do so;
• Evacuation from a vehicle must be done in an orderly
manner, ensuring that passengers are taken a safe
distance away from the vehicle and other traffic;
• When emergency services arrive, inform them if there
is a hazardous load on board, e.g. gas canisters,
oxygen bottles, wheelchair batteries.
9.3.2 Evacuating Wheelchair Passengers
If carrying passengers in wheelchairs, evacuate all ablebodied passengers first, or let others who are able to do
so do this while you are taking those who are disabled
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out from the rear of the vehicle. This may be best
achieved:
• if time allows, by positioning the lift between road and
floor level for use as a step with, if possible, another
person helping to lift wheelchairs down, or;
• by carrying passengers out from their wheelchairs,
remembering to abide by the manual handling
categories or manual handling plans (if applicable) and
the escorts’ manual handling training.
9.4 Adverse Weather
In extreme weather conditions, the final
decision as to whether the journey can be
operated safely or not must rest with the driver
and their employer who is best placed to assess
the local conditions. The decision should be
made taking into account that if passengers are transported
into a school/centre in the morning, it is the responsibility
of the contractor and DCC to ensure their safe return in the
afternoon.
If only part of the journey can operate, this should be done and
TCS must be informed.
If, after the outward journey, the return journey may not be
operated safely unless it runs early, TCS should be notified.
If the morning journey is not operated but conditions
subsequently improve, TCS should be consulted to see if the
return journey is required.
In the event of major disruption DCC will issue countywide
guidance based on information from the Met Office and its
Highway Control.
Schools/Centres may decide to finish early during the day.
Contractors must keep in touch with TCS and their local schools
to keep up to date with any changing circumstances.
Information received by TCS regarding cancelled or abandoned
routes will be posted on the website below:
http://www.devonschoolclosures.info/
This also contains details of any school closures.
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10. Contact Details

Transport Co-ordination Service
Devon County Council
Matford Lane Offices
County Hall
Exeter
EX2 4QD
Website:
http://www.devon.gov.uk/index/transportroads/transport-coordination.htm
Operational Issues:
East and Mid Devon:
North Devon & Torridge:
South and West Devon:
Teignbridge & Exeter:
Safety, Compliance &
Fleet issues:
Passenger Escort Team:
Fax:

01392 382067 or 01392 382660
01392 382102 or 01392 382125
01392 382063 or 01392 382069
01392 382122 or 01392 382082
01392 382907 or 01392 382886
01392 383577 or 01392 383615
01392 382904

Note: All numbers can also be called on the Barnstaple
exchange (01271)
E-mail address:
schooltransportservicequeries-mailbox@devon.gov.uk
Multi Agency Safeguarding Hub (MASH)
Daytime:
0345 155 1071
Out of hours:
0845 6000 388
DCC Customer Service Centre
General Enquiries
0345 155 1019
(Open from 8am to 8pm)
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Who to contact

If you experience any operational problems, matters concerning
transport or your duties, you should contact the Safety Fleet and
Compliance Team on 01392 382886

