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Introduction

The purpose of this document is to make all Drivers and Passenger 
Assistants aware of their responsibilities whilst working under contract 
to Bedford Borough Council. It aims to provide a summary of the 
important safety and legal aspects of drivers’ responsibilities to ensure 
the roadworthiness of the vehicle and the safety of all passengers.  This 
document is intended to supplement the Passenger Transport Contract 
and Contractors own Policies and guidance.

It should be noted that Contractors may have specific instructions relating 
to their particular vehicle or working practices.  Contractor’s instructions 
and policies should be fully compliant with all requirements set out in the 
Licensing regulations, current Legislation and the Conditions of Contract 
whilst operating on any Council contracted route.  

Under the Road Traffic Act 1988, the Corporate Manslaughter and 
Homicide Act 2007 and current Health and Safety Legislation, it is the 
responsibility of Contractors to ensure that all Drivers are sufficiently 
trained to be able to operate the vehicle they are allocated safely and 
competently.

All Contractors, Drivers and Passenger Assistants are required to read this 
document and comply with the requirements herein.  Contractors should 
ensure that all staff fully understand and comply with their responsibilities 
as defined in relevant Legislation, Licensing Regulations, Terms and 
Conditions of the Passenger Transport Contract and the Code of Practice.

Failure to comply may be considered a breach of contract and appropriate 
action taken in accordance with the Default Point Procedure as published 
in the Passenger Transport Contract.

If you have any queries contact your Company Manager in the first 
instance who may subsequently wish to seek clarification from the Client 
Transport Team Leader.

Transport Operations Group 
Bedford Borough Council
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Code of Conduct for Drivers

Before driving and whilst driving any vehicle operating a Bedford Borough 
Council contract, you must ensure that you comply with all of, but not 
limited to, the following criteria and checks:

YOU
• To hold a valid licence to drive the class of vehicle you are operating.

•  To hold a valid Private Hire or Hackney Carriage badge (where relevant).

•  All PCV Drivers must have completed the Driver Certificate of Professional 
Competence (CPC) and hold a valid Driver Qualification Card (DQC).

•  You hold a valid Bedford Borough DBS Client Transport Approval Badge 
(badges from other authorities will not be accepted).

•  You must carry all badges/licenses whilst operating the route.

•  You must be smart and tidy in appearance.

• You must wear a high visibility jacket to BS EN 1150 (provided by your 
employer) whenever outside the vehicle, at an establishment or on the 
public highway.

•  You must not drive under the influence of alcohol or drugs. Anyone convicted 
of a drink or drug driving offence will almost certainly be disqualified. In any 
case, such drivers will not be permitted to operate Bedford Borough Council 
contracts.

Bedford Borough Council does not and will not condone 
anyone driving under the influence of alcohol or drugs.

•  The vehicle should always be driven in an exemplary manner and in 
accordance with the provisions of the Highway Code and the Road Traffic Act 
1988. Professionalism and courtesy towards other road users must be shown 
at all times.

•  With regards to safety equipment you must ensure that you can fix or fit the 
items within the manufacturers’ guidelines.  You should be aware, prior to 
commencement of a journey, of your passengers and their particular needs / 
equipment.
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YOUR VEHICLE
• You must perform a daily safety check on the vehicle in accordance with your 

company policy and Council guidance (see Daily Safety Checks).

•  You must ensure that your vehicle has sufficient fuel for its journey.  You must 
never refuel with passengers on board or during the operation of any Council 
contracted route.

•  You must ensure that the vehicle is loaded correctly. The maximum number of 
permitted passengers must not be exceeded.

•  Unauthorised passengers, luggage or goods are not permitted on the vehicle.

•  Unsecured objects should not be carried.  If driving with a loaded boot, 
secure the rear seatbelts to prevent the rear seat backs collapsing if an 
accident occurs or heavy breaking is required.

•  Do not load anything above the height of the rear seats unless secured 
correctly.

•  Do not carry small items loose in the boot.

•  Check all restraints for wear and tear before use and arrange for replacements 
if necessary.

•  Keep the dashboard and passenger foot well clear of loose items which could 
slide around and obstruct the control pedals.

•  Vehicles must not exceed the permitted weights as specified on the 
manufacturer’s plate. 

•  Gangways and emergency exits must be kept clear at all time to facilitate any 
emergency evacuation from the vehicle.

•  You must ensure that all emergency exits remain unlocked at all times when 
the vehicle is in motion.

•  On completion of a journey, at your last drop off point, you must check the 
vehicle to ensure that all Passengers have alighted.

•  On completion of a journey you must check the vehicle for any lost property.  
All lost property should be handled in line with your company Policy and in 
compliance with the Passenger Transport Contract conditions.
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YOUR PASSENGERS
• Throughout the journey, seatbelts and any other necessary safety equipment 

must be worn by the Driver and all passengers. Although by law some drivers 
are not required to wear their seatbelt (taxi/bus), whilst operating Bedford 
Borough Contracts they must ensure that their seatbelts are worn at all times 
where fitted.  A valid Medical Exemption would be the only exception.

•  Maximum speed limits for the road and the vehicle must not be exceeded.  
It is your responsibility to ensure that you are aware of the speed limits in 
respect of the vehicle being driven. The maximum speed limit for a particular 
road is just that: it is not a target speed. The vehicle must be driven at a speed 
appropriate to the prevailing road and traffic conditions.

•  You must have a working mobile phone in your possession or a two-way radio 
fitted to the vehicle.  You must not make or answer calls on a mobile phone at 
any time whilst driving. ‘Driving’ includes sitting in a stationary vehicle with 
the engine running. Mobile phones should be diverted to voicemail or given to 
the Passenger Assistant or colleague for the duration of the journey. If a call 
must be made you should park up safely and make the call from outside the 
vehicle. Do not stop on a motorway to make or receive a call.

•  You must be polite and considerate at all times and be able to communicate 
effectively with passengers.  Do not use inappropriate language or comments 
(including swearing, sexual or discriminatory references or shouting).

•  You must treat all passengers with respect and dignity and must not 
discriminate against anyone for any reason.

•  Bedford Borough Council operates a Safeguarding Policy and your conduct 
must reflect this policy at all times. Any allegation made against a driver 
will be investigated and could result in that person being suspended for the 
duration of the Bedford Borough Council/Police investigation.

•  You must ensure that all personal information relating to your passengers is 
treated and held in the strictest confidence and must NEVER be disclosed to 
third parties without the prior written authorisation of the Council.

•  You must report any instances of inappropriate behaviour by any passenger to 
your employer, who will in turn report the matter to Bedford Borough Council 
for investigation and action.
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• You must immediately report any concerns with or changes to a passengers 
ability to access or travel on transport i.e. mobility level, so that a risk 
assessment can be carried out. 

•  You must remain with the vehicle at all times whenever there are passengers 
on board.

•  Whilst driving, do not use any in-vehicle or personal electronic technology 
which could cause you to become distracted from driving. You must exercise 
proper control over the vehicle at all times.

•  No one is allowed to smoke in or around the vehicle at any time during the 
operation of the route i.e. from operational base to operational base.  This 
includes the use of imitation and electronic cigarettes.

• Any physical contact with passengers is strictly forbidden with the sole 
exception of where it is essential to ensure the safety of the passengers.

•  Contact with or the communication of material to Passengers outside that 
which is strictly necessary to the delivery of the contract is prohibited.  This 
will include phoning, texting, communicating via social networking sites, 
sending or showing pictures or videos from your mobile phone to or meeting 
with passengers.

•  DO NOT offer gifts, food, drink, money, medicines, cigarettes or any other 
substances to any Passenger unless expressly authorised to do so within the 
Contract Terms.

•  DO NOT take photographic or video images of passengers (with the exception 
of ICO registered Closed Circuit Television equipment). 

The driver of the vehicle has the ultimate responsibility for the safety 
of all passengers and for the vehicles safe and appropriate use.
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Code of Conduct for Passenger Assistants

All Passenger Assistants working on vehicles operating Bedford Borough 
Council contracts must comply with all of, but not limited to, the following:

YOU
• Must hold a valid Bedford Borough Council DBS Client Transport Approved 

badge (badges from other authorities will not be accepted).

•  DBS badges must be worn at all times whilst operating the route.

•  Must obtain a relevant PATS qualification or equivalent

•  Must be smart and tidy in appearance.

• Must wear a high visibility jacket to BS EN 1150 (provided by your employer) 
whenever outside the vehicle at an establishment or on the public highway.

•  Must be physically and medically fit to carry out your duties. 

•  No one is allowed to smoke in or around the vehicle at any time during the 
operation of the route i.e. from operational base to operational base.  This 
includes the use of imitation and electronic cigarettes.

•  You must never be under the influence of alcohol or drugs whilst working on 
a Bedford Borough Council contract.

Bedford Borough Council does not and will not condone anyone carrying 
out contracted services under the influence of alcohol or drugs. 

YOUR PASSENGERS
• You must be polite and considerate at all times and be able to communicate 

effectively with passengers.  Do not use inappropriate language or comments 
(including swearing, sexual or discriminatory references or shouting).

•  Passengers must be treated with respect and dignity and you must not 
discriminate against anyone by reason of their colour, race, ethnic or national 
origin, religion, gender, sexual orientation, age or disability.

• You must ensure that all personal information relating to your passengers 
is treated and held in the strictest confidence and must NEVER be disclosed 
to third parties without the prior written authorisation of the Council.
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•  Bedford Borough Council operates a Safeguarding Policy for vulnerable 
persons and your conduct must reflect this policy at all times. Any allegation 
made against a Passenger Assistant will be investigated and could result in 
that person being suspended for the duration of the Bedford Borough Council/
Police investigation.

•  You must report any instances of inappropriate behaviour by any passenger to 
their employer, who will in turn report the matter to Bedford Borough Council 
for investigation and action.

•  You are responsible for the safe boarding and alighting of passengers to 
and from the vehicle. Assistance must be provided wherever necessary.  You 
should escort the passenger from the vehicle to the front door of their home 
for a secure handover.

•  You must immediately report any concerns with or changes to a passengers 
ability to access or travel on transport i.e. mobility level, so that a risk 
assessment can be carried out. 

•  You are responsible (when required) for the safe transportation of medicine.
•  You must ensure that all special needs passengers receive a door to door 

service and are collected from and returned to their parent/carer or authorised 
responsible adult.

•  You must escort clients (if required) to the reception area of the establishment 
and hand them over to an appropriate member of staff.

•  You must not enter a client’s home (cross the threshold) except with permission 
from Bedford Borough Council or in the case of an extreme emergency. 

• Any physical contact with passengers is strictly forbidden with the sole 
exception of where it is essential to ensure the safety of the passengers.

•  Contact with or the communication of material to Passengers outside that 
which is strictly necessary to the delivery of the contract is prohibited.  This 
will include phoning, texting, communicating via social networking sites, 
sending or showing pictures or videos from your mobile phone to or meeting 
with passengers.

•  DO NOT offer gifts, food, drink, money, medicines, cigarettes or any other 
substances to any Passenger unless expressly authorised to do so within the 
Contract Terms.

•  DO NOT take photographic or video images of passengers (with the exception 
of ICO registered Closed Circuit Television equipment). 
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The Vehicle

Any vehicle being used on a Bedford Borough Council contracted route 
must comply with all of, but is not limited to, the following criteria:

• The Vehicle must be appropriately licensed as (Private Hire, Hackney Carriage, 
‘O’ Licence or Section 19/22 Permit).

• The licence must be displayed in the appropriate manner as stipulated by the 
Road Traffic Act 1988.

• The vehicle must have valid comprehensive insurance. The insurance must 
comply with the provisions of Section 143 of the Road Traffic Act 1988. 

• The vehicle must display the correct destination/route number.

• The vehicle/route must not be subcontracted unless written consent is 
obtained from Bedford Borough Council.

• The vehicle must be kept in a roadworthy condition as stipulated by the Road 
Traffic Act 1988 and the Road Vehicle Construction and Use Regulations 
1986.  The vehicle may be subject to examination and inspection, without 
notice, by any of the following: the police, the Vehicle and Contractor Services 
Agency or Bedford Borough Council.

• The vehicle must be kept in a clean and tidy condition both inside and out.

• All auxiliary equipment must be kept in working order and maintained to a 
safe standard.

• At the end of every journey, the vehicle should be checked by the Driver to 
ensure that it is empty of passengers and baggage. 

• In order to comply with the Road Traffic Construction and Use Regulations 
GPS/Satellite Navigation units should not be located within the sweep of 
the windscreen wipers or anywhere else that could cause obstruction to the 
clear vision of the driver. It should not be located anywhere an airbag could 
be deployed. The unit should be programmed before you commence driving, 
never when you are driving.
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The Journey

Route timings and pick up sequences will be determined by the Client 
Transport Team.

The following rules must be observed before and during the operation of 
any Bedford Borough Council contracted route:

• A list of all the necessary emergency telephone numbers must be carried in 
the vehicle at all times whilst operating the route (for example, contact details 
for schools, parents, Bedford Borough Council etc). 

• Seatbelts must be worn where appropriate.

• Both the Driver and Passenger Assistant must familiarise themselves with any 
special requirements of the passengers.

• The Driver or Passenger Assistant must open, close and properly secure the 
door(s) of the vehicle before and after any passenger boards or alights from 
the vehicle. 

• Waiting time for passengers is limited to five minutes. For a door to door 
pick up, if there is no reply at the address, a business card from the company 
should be left, showing the time and date of the attempted pick up.

• All incidents must be accurately recorded on the Incident Report Form and 
submitted via the Employer to the Client Transport Team.

• Any delay of over 10 minutes’ duration must be reported as soon as possible 
to a representative of the Client Transport Team at Bedford Borough Council.  
The parent(s)/carer(s) and establishment affected must also be notified where 
possible.
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Wheelchairs

All Drivers and Passenger Assistants responsible for transporting 
Passengers in Wheelchairs should familiarize themselves with the 
International Best Practise Guidelines (BPG1) - Transportation of People 
Seated in Wheelchairs.  Drivers and Passenger Assistants must also have 
the appropriate MiDAS / PATS training and should adhere to this.  

Bedford Borough Council guidelines for the minimum standard for 
wheelchair transport is as follows:

• Wheelchair users should transfer to a vehicle seat wherever possible 
and practical.

• Only where wheelchairs are approved as “suitable for use as a seat in a 
vehicle” should Passengers be transported in their wheelchair.  In all other 
cases the Passenger must be transferred to a vehicle seat and the wheelchair 
carried as luggage and secured accordingly.

• All wheelchairs being used as a passenger vehicle seat must only be 
transported where they have attached to them a unique “Wheelchair Passport” 
detailing the necessary instructions for safe and secure travel.  If there is no 
Wheelchair Passport you must immediately alert the Client Transport Team so 
that an appropriate assessment can be made.  The Manufacturers Instructions 
must always be carefully adhered to.

• All wheelchairs should be transported forward facing unless the vehicle has 
been specifically designed and licensed to support transporting against the 
bulk head of the vehicle.

• The required space for wheelchairs carried in class M1 vehicles (Fewer than 
8 seats in addition to the driver’s seat) or M2 vehicles (More than 8 seats 
in addition to the driver’s seat and a maximum mass of less than 5 tonnes) 
should be no less than 1300mm x 750mm x1500mm.

• There should be sufficient space around the wheelchair and user to avoid 
contact with other passengers, unpadded parts of the vehicles or wheelchair 
tie downs.

• Wheelchairs should not block gangways or emergency exits.  A clear gangway 
must be left for vehicle evacuation in the event of an emergency.
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• Wheelchairs should have the brakes applied and their power units disabled 
whilst on the passenger lift.

• Wheelchair users should not travel unless the appropriate restraint is used. 
With effect from 1st September 2015 all wheelchairs used on vehicles 
contracted by Bedford Borough Council must have a risk assessment before 
transport is agreed in order to ensure the correct safety equipment is 
supplied.

• Drivers/passenger assistants must be trained in the safe loading/unloading of 
wheelchairs.

• The weight limit stated on the passenger lift of the vehicle should be adhered 
to at all times. Please note that this is the combined weight of the passenger 
and the wheelchair.

• Drivers/passenger assistants should accompany the passenger on the 
passenger lift unless it is specifically deemed unsafe to do so in the risk 
assessment.

• Tie-downs and equipment should be inspected regularly to ensure they are in 
safe working order.

• Where a headrest is not provided for the wheelchair it is not always possible 
to provide a docking seat or an additional support system. Parents/Carers will 
be advised of this at the point of assessment.

• Parents/Carers should be ensuring that the wheelchairs are correctly 
maintained. Bedford Borough Council reserves the right to decline transport 
should the wheelchair be deemed unsafe.  If you have concerns, advise 
Bedford Borough Council immediately.

• Passengers and Contractors need to ensure that they are using the 
appropriate wheelchair tie-downs and occupant restraint systems (WTORS) 
by consulting and complying with the Wheelchair Passport and/or 
Manufacturers Instructions.

• Where a wheelchair is transported as luggage, restraining straps must be 
used to secure the chair safely whilst in transit.
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Door to Door Transport

Vehicles must load/unload on the nearside of the road and on the same 
side as the premises. Where a passenger needs to cross the road from 
the vehicle they must be accompanied. Should this cause a problem 
please obtain guidance from the Client Transport Team at Bedford 
Borough Council.

Where a pick up/drop off point is at a premises/home address, you must 
stop at the nearest, safest access point. Parents/carers in most cases will 
accompany passengers to and from the vehicle but on some occasions 
support will be required from the Passenger Assistant. Where this could 
leave the driver vulnerable please seek advice from the Council.

When operating a special needs transport route, the passenger must 
always be collected from and returned to a parent/carer or authorised 
responsible adult. In the event that there is nobody available to accept the 
passenger, contact your manager who will inform the appropriate person 
at Bedford Borough Council. 

Continue with the route until all the other passengers have been taken 
home and then return to the address where you were unable to drop 
off the child. If the parent/carer is still not home, contact your manager 
immediately who should contact the Client Transport Team for further 
instructions. If the situation occurs outside normal office hours, please 
contact the emergency out of hour’s number for guidance.
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Pick Up Points/Bus Stops

• Keep all doors closed until you have brought the vehicle to a complete standstill. 
The doors should be operated only by the Driver or Passenger Assistant.

• When dropping off passengers, ensure that the stopping point used allows 
passengers to alight safely from the vehicle.  Where you have safety concerns 
over a scheduled stop please notify the Council as soon as possible so that a 
risk assessment can be done.

• Take extra care before pulling away to check that the passengers do not cross 
the road in front of the vehicle.

• A passenger must not operate the door unless in an emergency. 

Additional Information
Mainstream and SEN Transport

Pupil Behaviour
• Instances of challenging or poor behaviour by passengers should in the 

first instance be managed by the Driver/Passenger Assistant with a view to 
improving the behaviour on the Vehicle. 

• In instances of challenging behaviour the Driver must ensure that a 
passenger is never removed from a Contract Vehicle whilst the journey is 
operational without the authority of the Council.  In these circumstances, 
the passenger(s) must be delivered into the care of his/her parent/carer or 
a Police Officer, or a responsible and appropriate member of the Council or 
Establishment staff. 

• The Driver must ensure that they report all behavioural incidents as per 
individual company policy.

• The Contractor must report all incidents to the Client Transport Team at 
Bedford Borough Council, using the Incident Report Form within 24 hours of 
the incident occurring.  The incident will be fully investigated.

• If necessary, Bedford Borough Council will implement either a transport 
warning or a transport ban which could range in time from 3 days to an entire 
term. In extreme cases, the ban could be permanent.
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Bus Pass Checks
• Bus passes prove a student’s identity and entitlement to travel.

• Drivers must ensure that bus passes are checked before every journey 
(photographs, expiry date and route number), including those on registered 
public services. 

• Passengers without valid bus passes must be allowed to travel on the first 
occasion and a report made to the Client Transport Team.  Guidance will then 
be provided as to their entitlement to travel. 

Health and Safety

All staff and customers must be transported without causing any 
unnecessary risk to their health and safety. You must do all that is 
reasonably practical to protect the heath and safety of:

• Yourself

• Your colleagues

• Your passengers

• All other road users 

All staff operating transport routes must be able to communicate with 
passengers, parents and school staff to a satisfactory level. 

You MUST:
• Work safely and efficiently at all times

• Cooperate with Bedford Borough Council

• Work within all relevant laws and regulations

• Promptly report any incidents and near-misses to the Client Transport Team at 
Bedford Borough Council 
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If you have any concerns with regards to the safe collection, transport 
or delivery of Clients you have a responsibility to report this to your 
manager as soon as possible.  Your manager and the Council will work in 
conjunction to assess the risk and implement any appropriate measures. 

Training
All staff should be fully trained by their employer in order for them to have 
an understanding of the requirements of their duties. 

Emergency Equipment

All Contractors must ensure that the following emergency equipment 
is carried in every vehicle being used on a Bedford Borough Council 
contracted route. The equipment must be instantly accessible and the fire 
extinguisher, first aid kit and bodily fluids spills kit must be within their use-
by date. 

• Fire extinguisher (All vehicles)

• First aid kit (All vehicles)

• Bodily fluid spills kit 
(must be carried on ALL SEN and Adult Social Services transport)

• Escape hammer (where required)

• Warning triangle

• High visibility jacket or vest (BS EN 1150)

• Mobile phone/Two way radio 

If the fire extinguisher, first aid kit or bodily fluids spills kit is used, it must 
be replaced before the vehicle is next used.
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Daily Safety Checks

Prior to starting every journey the Driver must carry out vehicle safety 
checks as per their company policy.  If the vehicle has a mechanical 
defect rendering it non-roadworthy it must not be used. If in doubt, obtain 
advice from your company transport manager.

As a minimum, the Council would expect that Drivers are making the 
following checks:

• Walk around vehicle, visually checking for any bodywork damage.

• Check the operation and condition of the exterior lights, including indicators, 
and the interior lights of accessible minibuses and school coaches.

• Check the tyres, including the spare, for any obvious cuts or damage to the 
tyre wall. Uneven tread wear should be checked by the appropriate technician 
as it could indicate a mechanical problem. Pressures and depths should be 
checked on a weekly basis. 

Check all fluid levels as follows:

• Coolant (only when the engine is cold).

• Engine oil level.

• Brake fluid level. This will not always be at the maximum line but if it falls 
below the minimum line immediately defect the vehicle in order to ensure that 
the system is checked.

• Power steering fluid. 

• Windscreen washer level and operation. 

If any fluid levels are incorrect and particularly if they are below the 
minimum level, they should be topped up immediately in accordance with 
the manufacturer’s vehicle handbook. Any faults found should be reported 
as per company policy.
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• Check the windscreen for chips or cracks.

• Check the mirrors for correct adjustment and cracks in the glass.

• Ensure that the windows and lights are clean.

• Check operation of the horn.

• Check that all seatbelts, harnesses and clamps are in working order.

• Check that the passenger lift or ramp (if applicable) is operating correctly.

• Ensure that all emergency exits are clear of any obstructions, unlocked and 
operating correctly.

• Ensure that there are no loose objects lying on the seats or floor of the vehicle.

• Ensure that the drivers view is unobstructed and that there are no objects 
hanging from the interior mirror.

• Ensure that the Section 19 permit, private hire, hackney carriage or ‘O’ license 
is clearly displayed, in date and is applicable to that vehicle.

• Ensure that the vehicle is fitted with all the necessary emergency equipment.

• Ensure that any load carried is secure.

• Ensure there is sufficient fuel for the journey.

• As soon as reasonably practical, conduct a moving brake test.
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Incident Reporting Procedure

Incident reporting is integral to the process of handling challenging 
situations, emergencies and any other circumstances that may affect the 
safety or efficiency of passenger transport services. 

The formal process requires Contractors to raise Incident Reports and 
submit them to the Transport Operations Team within 24 hours of an 
incident occurring. The Contractor will raise the report based on input 
from the individual driver/ passenger assistant who shall be provided with 
a supply of incident record forms.  Drivers/ Passenger Assistants are 
required to record details of any incident(s) that occur during the journey 
on one of these forms and to report the incident to their line supervisor 
without delay. All available information should be recorded including the 
names of the Driver, Passenger Assistant, Route no etc.

The following list gives some idea of the circumstances that would warrant 
being recorded as an incident and reporting to your line supervisor:

• Accident or injury occurring during the journey

• Any injury or illness to staff or passengers whilst on transport

• Regular or ongoing challenging behaviour

• Physical assault by clients, either on other clients or transport staff

• Threatening behaviour, either towards other clients or transport staff

• Potential or actual bullying, both physical and mental. This may be either on  
the vehicle or whilst waiting to board the vehicle.

• Regular delays caused by either clients or parents/guardians/carers.

• Sickness or behavioural problems

• Potential infection problems

• Unusual appearance or signs of agitation

• Communications from Parent/Carer to Council employee

• Damage caused to vehicles or Bedford Borough Council equipment as a result 
of passenger activity
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• Other relevant information which could indicate a change in a person’s 
behaviour patterns.

• Reports of bullying or assault at home by a parent, carer or partner etc.

• Other situations as directed within this document. 

This list is not exhaustive and an Incident Report Form should be used 
whenever an incident takes place on the vehicle, or that affects the normal 
or planned operation of the route. 

In the event that you consider a situation warrants reporting, it is 
very important that your line manager is informed immediately as 
any subsequent action could be time critical.  

Reports that include confidential information should be handed directly to 
a member of the Transport Operations supervisory/management team in a 
sealed envelope marked CONFIDENTIAL. 

All Personal Injury
Any physical injury or assault should be reported by telephone to the 
Council in the first instance so that immediate assistance/advice can be 
given if necessary.  

The Driver/Passenger Assistant must notify the Council as soon as is 
safe to do so but always within 1 hour by telephone of any personal 
injury accident involving a vehicle operating the service, or a passenger 
travelling in, boarding or alighting from a vehicle, or being escorted to 
or from a vehicle. There is no acceptable reason for delay and several 
telephone numbers are provided to Contractors in the Contacts section of 
this procedure to facilitate this.

The Driver/PA must raise an Incident Record within 24 hours of the 
incident taking place, including relevant proposals to prevent recurrence. 
All necessary information to complete the report must be included.
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Vehicle Breakdown
In the event of a vehicle breakdown, the procedure below must 
be followed:

1. If possible move the vehicle to a safe place.

2. Warn other traffic of the situation by using hazard lights and warning triangle 
(If safe to do so).  Do not use the warning triangle on a motorway.

3. If possible keep side lights on in darkness or poor visibility.

4. Ensure the safety of all passengers.

5. If the vehicle is immobile, causing an obstruction and cannot be moved, 
or there is a risk of fire or further collision call the police via 999. Consider 
evacuating the vehicle if safe to do so – when arriving at a decision bear 
in mind the nature of the passengers you are carrying and whether or not 
evacuation is the safest option.

6. Notify the relevant company representative to arrange for a mechanic or 
breakdown vehicle to be sent to the scene.  Notify the Transport Operations 
Group (TOG) at Bedford Borough Council.  

7. Having mitigated any risk, the Driver/PA must work with their line manager 
to take all reasonable measures both to minimise the delay to passengers 
on board the vehicle and to operate the remainder of that vehicle’s schedule, 
adhering as closely as possible to the timetable. This may include the use of a 
replacement vehicle.

8. In the event of a vehicle being delayed by over 10 minutes, affected parents/
guardians, and school and centre/establishment staff should be advised of 
the delay.

9. If it is necessary to use a replacement vehicle to complete the current, or 
subsequent, scheduled runs the driver and passenger assistant will be 
required to ensure that the replacement is properly configured and is suitable 
for the task, especially in the case of special needs or elderly passengers with 
specific travel requirements.
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Road Traffic Incidents
In the event of a road traffic incident the safety of the passengers must be 
the first consideration.  The following procedure must be followed:

1. Stop as soon as safe to do so.

2. Assess if there are any injuries inside or outside the vehicle. 

If No Injuries confirmed or suspected:

2a. i) If appropriate move the vehicle from its resultant position.

2a. ii) Arrangements must be made for all SEN pupils to undergo a 
medical examination whether they appear to be injured or not.  In 
some circumstances this may be necessary to carry out at the site of 
the incident alternatively upon reaching their destination. This decision 
should be coordinated through Bedford Borough Council who will provide 
appropriate guidance.

2a. iii) Even if it is felt that the incident was injury free all passengers carried 
on transport must be advised to seek medical attention following an 
incident. The staff on site of the destination establishment or the parents/
guardians/carers, where the vehicle was homeward bound, should also be 
advised immediately upon arrival.  

If Injuries confirmed or suspected:

2b. i) Assess the severity of the injuries in order to advise the emergency 
services.

2b. ii) Contact emergency services and ensure that help is on its way.

2b. iii) Do not remove the vehicle from its resultant position unless it is 
absolutely necessary, for example, if the position of the vehicle could 
cause another incident.

2b. iv) All injury incidents must be reported to the police as soon as possible 
and always within 24 hours.
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3. In the event of the vehicle being involved in a road traffic incident it may 
not always be appropriate or possible to evacuate the vehicle. The risk will 
need to be assessed by the driver. If the vehicle is immobile, causing an 
obstruction and cannot be moved, or there is a risk of fire or further collision 
call the police via 999. Consider evacuating the vehicle if safe to do so – when 
arriving at this decision bear in mind the nature of the passengers you are 
carrying and whether or not evacuation is the safest option.

4. If students need to be evacuated from the vehicle, they should be escorted 
altogether to an assembly point in a safe place. If possible, do not permit 
pupils to wander off or make their own way home, although the driver/
passenger assistant cannot detain a pupil against his/her will. If a student 
decides to leave the incident scene, the driver/passenger assistant should 
attempt to obtain his/her name and pass the details as soon as possible to the 
Client Transport Team.

5. Notify your line manager and Bedford Borough Council as soon as is 
practicable and always within 1 hour.

6. Obtain the names and addresses of all other drivers involved.  If any property 
is damaged, obtain the owners details.  Note details of damaged street 
furniture.

7. Obtain details of any witnesses and note whether independent or not.

8. If possible, obtain names and addresses of all injured persons.

9. If the police attend, obtain the officers name, warrant number and station.

10. When obtaining details of drivers, injured persons or witnesses please try and 
obtain telephone numbers.

11. Supply your own details, the vehicle details and the insurance details to 
anyone who legally requires them.

12. Draw a rough sketch plan of the incident scene.

13. If possible, take photographs of the scene and any damage to vehicles.

14. If the vehicle cannot be driven, arrange for recovery.  In the case of serious 
or fatal incidents the police will take possession of the vehicle for mechanical 
and forensic examination.
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15. Having mitigated any risk, the Driver/PA must take all reasonable measures 
both to minimise the delay to passengers on board the vehicle concerned, 
and to operate the remainder of that vehicle’s schedule, adhering as closely as 
possible to the timetable.

16. If necessary to arrange alternative transport to complete the current, or 
subsequent, scheduled runs the driver and passenger assistant will be 
required to ensure that the replacement is properly configured and is suitable 
for the task, especially in the case of special needs or elderly passengers with 
specific travel requirements.

17. Notify your company and Bedford Borough Council when the passengers are 
mobile again.

18. In the event of a vehicle being delayed by over 10 minutes, affected parents/
guardians and school and centre staff should be advised of the delay. 

19. The driver must, where possible, complete an incident report before going off 
duty, showing the sequence of events and the approximate timings of calls 
made, etc. All road traffic incidents, irrespective of severity, should follow this 
process.  The incident report should be submitted to the Passenger Transport 
Services Manager at Bedford Borough Council within 24 hours.

20. If in doubt contact the Client Transport Team Leader at Bedford Borough 
Council. 

The Contractor is responsible for ensuring that all their staff have the 
necessary emergency contact information relevant to the route they are 
operating.  Establishment contact details can be found on the individual 
route schedules.
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Infection Control

All available measures must be taken to prevent the spread of infection.  
Both young and elderly clients are often particularly susceptible given that 
they may often have weaker immune systems.  

It is the responsibility of every Driver and Passenger Assistant to take 
appropriate care and use the materials and guidance provided to them.  
Each vehicle should be equipped with gloves, tissues, antibacterial hand 
gel, first aid kits and, for SEN or Adult Services routes, bodily fluid spill 
kits to manage and contain incidents on the vehicle.  Vehicles should be 
regularly cleaned and if a deep clean is required you should alert your 
manager at the earliest opportunity.

If a driver or passenger assistant has any particular concerns in relation to 
individual passengers you should report this as soon as possible to your 
manager.  The Council, in conjunction with other relevant parties may decide 
that, even with the existing measures in place, it is not appropriate for them to 
continue to travel on the vehicle until their condition has improved.

Drivers and Passenger Assistants should be particularly mindful of 
illnesses such as Norovirus which is incredibly contagious.  Strict 
handwashing and cleaning of the vehicle must be maintained to prevent 
the spread of infection.  Infected passengers or staff should not be 
permitted back onto the vehicle prior to 72 hours after the last bout of 
illness in the event of a confirmed case of Norovirus.  Clean-up and 
disinfection guidance can be found in Appendix B and, whilst this specifies 
Norovirus, it is the recommended clean-up procedure to be used after any 
biological incident.

In addition to airborne infections, it is sometimes the case that passengers 
and staff are at risk of infection from other passengers via a scratch or a 
bite for instance.  If a passenger is assaulted by another passenger the 
driver/passenger assistant must inform the establishment (am) or parent/
carer (pm) upon arrival so that they can take the appropriate action.   
If the driver or passenger assistant is bitten or scratched to the extent 
that the skin is broken it may be appropriate for them to obtain booster 
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medications such as tetanus or hepatitis B from their GP.  In any instance 
your manager must be advised as soon as possible and an Operational 
Incident Report submitted to the Council.

Depending on the passengers being transported a risk assessment may 
determine that immunisations for the driver and passenger assistant are 
appropriate prior to commencing transport provision.  This will be discussed 
with relevant staff on a case by case basis.  However, if you have any 
particular issues or concerns do not hesitate to speak to your manager.

Infection Control Guidelines
The following guidelines should be observed by employees when working 
with vulnerable adults and children during the provision of transport.

1. Good hygiene practice is ESSENTIAL in the prevention of spread of infection 
especially when working with vulnerable adults and children. 

2. Be aware that germs can be spread in various ways.  
Respiratory - through coughs and sneezes, touching contaminated surfaces etc.  
Gastrointestinal – usually through touching contaminated surfaces.  
Blood-borne – through direct contact with blood and body fluids.

3. Regular hand washing and / or use of hygienic hand gel, provided from stores, 
should form a regular part of your routine. Additionally gloves should be 
available to use.

4. Passenger Assistants and Drivers are responsible for infection prevention, 
especially when there are other passengers aboard the vehicle. Sensible 
precautions should be taken where possible to prevent contact between 
passengers. It may be necessary to move passenger’s seats / where they are 
sitting.

5. Report to your manager as soon as possible: A) Any infection contracted at 
work or as a direct result of work related activities and B) Outbreaks of minor 
infections such as scabies, head lice etc.

6. You are encouraged to be vaccinated against Hepatitis, Flu, and Tetanus etc.

7. Appropriate Personal Protective Equipment should always be used.  
Disposable gloves, spill kits, Blue roll, Tissues, bags for disposal of both 
clinical and regular waste.
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8. Dispose of all clinical waste in the appropriate manner.  Doctor’s surgeries, 
care homes, schools etc. will all have safe disposal systems for clinical waste 
and should not object if you ask to use their disposal facilities.

9. An incident report should be completed after EVERY likely infectious incident 
and returned / reported to your manager asap.

10. Clean-up and Disinfection instructions (Appendix B) should be followed for a 
targeted clean up. This should occur after EVERY infection based incident.

11. Vehicles should be cleaned regularly and thoroughly as a matter of routine.  
All surfaces to be wiped clean and floors to be mopped. Cloths should be 
either disposed of after use or soaked in germ killing solution or washed 
thoroughly between use. 

12. Your employer should provide cleaning equipment along with instructions and 
appropriate PPE for safe use.

13. All vehicles to be steam cleaned at least once a year.
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Medical Conditions

If a driver authorised to operate a Bedford Borough Council contracted 
route develops a medical condition or is required to use medication which 
could affect his/her driving ability, he/she must inform his/her employer 
immediately. The employer must then inform the Client Transport Team at 
Bedford Borough Council.

Note
The DVLA must be notified of certain medical conditions. 
Please consult the the gov.uk page for further details:

https://www.gov.uk/driving-medical-conditions 

Any action required to be taken in these matters will be carried out in 
consultation with the Contractor and the Team Leader for Client Transport 
at Bedford Borough Council.

All contracted drivers are advised to have their eyes tested specifically 
for driving duties at least every two years to ensure any degradation of 
eyesight is identified as soon as possible and rectified accordingly.

Any visual disability which affects both eyes must be notified without delay 
to the DVLA, your employer and the Client Transport Team at Bedford 
Borough Council. 

Traffic Offences

When a licence is endorsed with penalty points and suspended, the driver 
must inform his/her employer, who in turn must notify the Client Transport 
Team at Bedford Borough Council. This will be noted in our records and 
the driver will not be permitted to drive on a Bedford Borough Council 
contract.

Bedford Borough Council reserves the right to remove a driver from 
a contract should his/her licence be endorsed with penalty points 
and the offence(s) for which the points were awarded were of such a 
serious nature that passenger safety could be compromised.
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Contact Details

Client Transport Team (Mainstream and SEN Education)
01234 276528

01234 228141

01234 276116

Client Transport Team (Social Services)
01234 228443

Client Transport Team Leader
01234 276059

Licensing (Client Transport Approval/DBS Badge Applications)
01234 276943

Client Transport Team Emergency Out of Hours Number
As per individual Service Spec.

Postal Address
Client Transport Team, Bedford Borough Council 
Borough Hall, Cauldwell Street. Bedford MK42 9AP

Email
mainstream.transport@bedford.gov.uk

sc.transport@bedford.gov.uk

sen.transport@bedford.gov.uk 

Emergency Telephone Numbers
Out of Hours Social Services Duty Team (Emergencies ONLY): 
0300 300 8123 

Bedford Police (Non Emergency): 101

Emergency Services: 999

@

@

@
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Appendix A

Safeguarding
It is the responsibility of everyone working with children and vulnerable 
adults to ensure that they safeguard and promote the wellbeing of those 
they come into contact with. This includes the responsibility to report any 
action by an employee or volunteer in any service / place of work which 
indicates that they may be unsuitable to continue to work with children or 
vulnerable adults in their present position, or in any capacity. 

Contractors must promote this by, as a minimum requirement, having 
robust Safer Recruitment Practices, abuse reporting procedures and 
appropriate staff training in place.  It is the Contractor’s responsibility to 
ensure that all of their staff employed on Borough Council contracts are 
aware of these reporting procedures. 

Safer Recruitment
“For those agencies whose job it is to protect children and vulnerable 
people, the harsh reality is that if a sufficiently devious person is 
determined to seek out opportunities to work their evil, no one can 
guarantee that they will be stopped.  Our task is to make it as difficult as 
possible for them to succeed...”

Bichard Inquiry Report 2004, P12 Para 79

It is the responsibility of every Contractor to ensure that they conduct 
thorough interviews and reference checks to satisfy themselves that the 
prospective employee does not present a risk to the clients that they will 
be coming into contact with.  

It is the Contractual requirement that all drivers and passenger assistants 
must have had an Enhanced DBS clearance assessed and approved 
by the Borough Council.  Under no circumstances should anyone be 
permitted to work on Borough Council contracted routes where they have 
not been issued with a Transport ID Badge.
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Abuse
Abuse can take many forms; it may be physical, sexual, emotional or 
be in the form of neglect. You may witness an incident, notice signs or 
the passenger may tell you something in conversation. Children may be 
abused in a family or in an institutional or community setting, by those 
known to them or by a stranger. They may be abused by an adult or 
adults, or another child or children.

The vast majority of adults who work with children act professionally and 
aim to provide a safe and supportive environment which secures the 
well being and very best outcomes for children and young people in their 
care. However it must be recognised that there are some adults who will 
deliberately seek out, create or exploit opportunities to abuse children. It is 
therefore essential that all possible steps are taken to safeguard children 
and young people and ensure that the adults working with them are safe 
to do so. 

If you believe that an adult who works with children has behaved 
in a way that: 

• Has harmed or may harm a child or vulnerable adult,

• Possibly committed a criminal offence against or related to a child or 
vulnerable adult,

• Or behaved towards a child/children or vulnerable adult in a way that indicates 
they may pose a risk of harm to children or vulnerable adults.  

Then this must be reported using the process outlined below in relation to 
employee/volunteer. 
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Reporting Procedure
If you have any reason to believe that a passenger is suffering abuse, 
you are responsible for reporting this immediately.  Allegations are treated 
confidentially by the relevant Council Department and agencies. 

1. Remember that an allegation of child abuse or neglect may lead to a criminal 
investigation, so:

• DO NOT offer the passenger confidentiality as you have a duty to refer 
this information, 

• DO NOT ask the passenger probing questions,  

• DO NOT do anything that may jeopardise a police investigation, such 
as asking the child leading questions or attempting to investigate the 
allegations of abuse.

2. At the earliest opportunity, upon witnessing an incident, you should call the 
Council to advise them that you have witnessed an incident which has caused 
you concern. 

3. You should then write down what you have witnessed in as much detail as 
possible. This information should include the date and time of the incident, a 
description of the incident, a description (and where possible a name) of the 
alleged perpetrator and details of any other witnesses.  

4. You should sign and date this witness statement

5. You should ensure that your witness statement is marked confidential and 
given directly to the relevant Council Officer as detailed below at the earliest 
opportunity.
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The report will then be referred to one of the following Council internal agencies:

LADO: Local Government Designated Officer (Children)

SOVA: Safeguarding Vulnerable Adults (Adult)

Witnessed or suspected abuse by:

An employee / volunteer 
or someone working 
in a caring position

A parent, family member 
or someone who is not in 

an employed position

Reference: HM Government Guidance; What to do if you’re worried a child is being abused 
(ref. 04319-2006BKT-EN) This can be downloaded from www.everychildmatters.gov.uk 

The report should be submitted 
directly to the recently formed:

Multi-Agency Support Hub (MASH) 

01234 718700 

multiagency@bedford.gov.uk@

The report should be submitted to:

Client Transport Team Leader

01234 276059

francesca.kemp@bedford.gov.uk@
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Appendix B
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01234 267422

Client Transport Team 
Transport Operations Group 
Bedford Borough Council 
Borough Hall 
Cauldwell Street 
Bedford MK42 9AP

@ mainstream.transport@bedford.gov.uk

For more information
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