	
	
	



Terms and Conditions of Carriage

Booking 
Please book as far in advance as you are able (we recommend 10 days or more) or as soon as you know you require travel (such as medical appointments) 
We do our very best to confirm your journey within three working days, but there are some circumstances when we are unable to confirm or offer you your journey within this timescale, for example if we need to first arrange a driver. 
Our core operating times are between 09:30am and 17:30pm. If you need to travel outside of these times, we will need to agree with our driver that they are willing to start or finish outside of these times before we can agree to your journey.
In line with the terms of our insurance policy, we can only travel with passengers who are members of Wivey Link. Therefore, if your membership expires, we will be unable to agree to your booking until your membership has been renewed. We will advise you of the end of your current membership by your preferred communication method around 1 month before the expiry. 
We may ask you if we can amend your requested booking times so that we can make best use of the space in the vehicles, however if your journey is time critical (such as a medical appointment) we will ensure you are at your destination before the appointment time. If we are not able to agree to an appropriate time, then we may not be able to schedule the journey.
Repeat Journeys
If you wish to request a regularly repeating journey with us, we can only offer this journey until the end of your current membership. When you renew your membership, we will ask you to request repeat journeys again for your new membership period.
If you have a repeat journey booked with us and do not wish to take one of the journeys you will need to inform us. If we send a driver to pick you up and you do not wish to travel we will have to charge you for the trip.
Payment and Invoicing 
We invoice monthly in arrears. You can pay via cash, BACS, Paypal, cheque or cash/card in the office.  We reserve the right to suspend your journeys if you do not pay within 30 days of the invoice date. If you have any issues making the payment, please let us know so that we can help. 
Bus Passes
If you have a bus pass, we are able claim a concession for your journey with us which we can pass on to you. However, if your bus pass has expired and we do not have the new bus pass details we will have to charge you the full price of the fare as we will be unable to claim the concession. Please update us with your new bus pass details as soon as you get them to avoid this. We will inform you ahead of the expiry either by letter of phone or advise you in your annual renewal when we believe your bus pass will expire.





Time Keeping 
If you are not ready at the time we collect you, we may not be able to wait for you to be ready as this will impact passengers later in the day. We will do our best to wait but we ask that you are ready to leave at the time agreed. 
Cancellations 
Please provide us with as much notice of cancellation as you can, so that we can offer the slot to another passenger. We reserve the right to charge for any journeys cancelled by you less than 48 hours before the journey. If we have to cancel a journey due to driver illness or other issues, we will not charge you for the journey and give you as much notice as we can.  
Please provide us with a mobile phone number if you are able, so that we can contact you if we need to before picking you up. 
Safeguarding 
We reserve the right to contact your emergency contact or your GP if we have concerns about your health and wellbeing. If we believe that you are in immediate danger, we may decide to contact emergency services.  
The Wivey Link Safeguarding Officer is Bec Briar and any concerns you have can be reported to Bec during office opening hours or via email, BecBriar@wiveliscombe.com. 
Assistance 
If we feel we cannot provide the support that you need to travel safely, we may ask that you have a carer with you on your journeys. We will discuss this with you and your emergency contact if necessary. 
As our drivers are not trained or insured for manual handling tasks, if you require extra assistance getting to and from the vehicle, we advise that you travel with a carer who can perform this function. If a driver is not comfortable providing the level of assistance you have requested, they have the right to refuse to carry out the journey. Wivey Link will always seek to make your journey as comfortable as possible and if this involves, for example, an arm to and from your door we will normally oblige.  However, please note that we do not accept any liability in such circumstances.
Emergency Contacts
We ask you to provide us with 2 emergency contacts when you register, a primary contact and a secondary contact that we can use should you be travelling with your primary contact, we will advise you of who your existing contacts are in your re-registration letter, but ask that you keep these contacts up to date so that we are able to get in contact with someone should the need arise.
Conduct 
We expect all our staff, passengers, and volunteer drivers to behave with respect to each other, and to feel safe. This includes verbal and physical abuse or inappropriate or discriminatory language, or behavior.  You can report any issues you have to us via our complaint procedure. If we have any concerns about your behavior towards our volunteer drivers, we may refuse to transport you.  Please remember that our drivers are all volunteers and give up their free time to support Wivey Link. 




Mobility Aids
Please advise us when you travel that you require travel in a wheelchair if this is the case so that an appropriate vehicle and driver can be allocated. Please also indicate whether you travel in a wheelchair or transfer to a seat, this will help us with journey planning. Before we agree to transport you in your wheelchair, we will need to ensure we are able to transport you and your chair in at least one of our cars, we may need to carry out an assessment to determine this.
If we are not aware of the mobility aids you require to complete your journey, and the driver is unable to fit them safely into the vehicle, the driver has the right to refuse your journey on the grounds of safety.
Carer Policy 
Our policy states that if you require travel with a carer then once the carer is registered as a member (insurance requirement) they can travel with you and accompany you fare free. However, if both passengers are registered as each other’s carer, only the primary carer will be able to travel fare free.
Medical Conditions
If you have recorded any medical conditions on your registration form the driver will be made aware of these. Our drivers undergo Basic Life Support Training however they are less able to report the correct condition to the emergency services should they need to if they are unaware, of course you do not need to disclose your medical conditions to the service but it may be useful to you in an emergency if you do.
Changes to Arrangements on the Day. 
If you need to change your travel arrangements on the day, such as being picked up early or from a different place for a medical appointment please contact the driver directly (or ask the ward) as they will know if they can change the arrangements and agree the change with you. You would have been provided with a card listing our cars mobile numbers with your registration/re-registration letter, if you cannot find this card please ask the driver for another.
Respecting Your Service Providers. 
Wivey Link reserve the right to withdraw your membership should you be persistently disrespectful to our staff, volunteers, drivers or other passengers you may be travelling with, if we intend to revoke your membership we will inform you of our reasons via letter before ending the membership.
Complaints 
We have a complaints procedure which you can find on our website or you can request a copy from the office. You can contact us to make a complaint at any time, via phone or email: wiveylink@wiveliscombe.com. We will take your complaint seriously.
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