SENIOR EXPRESS
Rider’s Guide: Volunteer Driving Program

Senior Services of Will County
251 N Center St, Joliet, IL 60435
(815) 723-9713
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Welcome to Senior Services of Will County’s Senior Express
Senior Express
Senior Services of Will County offers door-to-door (origin-to-destination) service through our
Senior Express transportation program. The program is comprised of 4 components:
Educational Resource Options, Mini Bus Service, Senior Shuttle, and a Volunteer Driving
Program. The objective of all 4 components is to help seniors remain independent by
providing transportation services for life-sustaining trips such as medical visits, grocery
shopping, banking, etc.

Education
Senior Services understands that finding transportation options can be confusing and difficult to
navigate at times. We strive to help educate people on the different options in their area along
with existing programs to help with affordability and access.
Senior Services of Will County is able to help provide two programs to seniors:
Title XX (twenty) Card Elderly Paratransit Service
Title XX is a door-to-door bus service for the Central Will Dial-a-Ride program. There is a
suggested donation of $5.00 for the processing of the card after which your rides are then free.
The card is valid from July 1 to June 30 each year. The card must be renewed every year.
Requirements:
Must be age 60 or over and have a need for transportation- proof of age, such as a driver’s
license, state ID, or birth certificate must be presented at time of registration for the card.
You must live in one of these Service Areas:
1. City of Joliet
2. Joliet Township
3. Lockport Township
4. Homer Township
5. Plainfield Township
6. Troy Town
7. Jackson Township
Once you receive your card:
1. Call Pace at 1(800) 244-4410 between 9:00 am and 5:00 pm
2. Ask for the Registration Clerk
3. Give them your name, address, and card number
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Benefit Eligibility Access Management (BEAM)
The BEAM application provides the Senior Ride Free Transit Card and the auto license sticker
discount. To qualify, applicants must be 65 or older by December 31 of the current year or 16
years of age or older and totally disabled before January 1 of the present year and meet an
income requirement.
2018 Income Levels:
 $27,610- 1 Person Household
 $36,635- 2 Person Household
 $45,657- 3 Person Household
Appointments Required- Please Call (815) 723-9713
Bring the following to the appointment:
1. ID's for everyone in the household- State ID or Driver's License
2. Social Security Card
3. 2017 Social Security 1099
4. 2017 Federal Income Tax Return (1040) if filed
5. 2017 Pension/Annuities 1099 and all other 1099's
6. 2017 Alimony/TANF
7. 2017 Interest, Dividends, Wages and all other 1099's
8. Proof of Disability (if disabled)

Mini Bus
Senior Services provides transportation for senior housing facilities that do not have
transportation for their residents. Currently, we are servicing five residences. There is a $2.00
donation one-way to ride the bus.






Joshua Arms
The Park Tower
JFK Building
Victory Centre
Senior Suites

Our Mini Bus runs Mondays and Tuesdays with plans to add additional living facilities.

Senior Shuttle
Need a ride to a medical appointment in Will County? The shuttle seats 3 passengers and a
wheelchair. Rides are booked on a first-come, first-serve basis. Not all ride requests will be met,
please call in advance to schedule a ride at (815) 723-9713!
Hours of Operation:
Monday through Friday
8:00 am to 4:00 pm

Donation:
$2.00 One-Way

For more information about our shuttle service, please refer to the Senior Shuttle Rider’s
Guide.
3|Page

Volunteer Driving Program
Volunteers take riders on basic needs rides—to and from medical appointments, grocery
stores, the bank, etc. All rides for this program are provided free of charge with donations
encouraged from our riders taking rides from volunteers.

Who can use this service?





Residents of Will County
Senior citizens who are 60 years and older
OR adults aged 18-59 with a disability
o Disabilities include both physical and mental disabilities
Independently living

How do I sign up to get rides?
In order to use Senior Express, individuals meeting the above requirements need to call in advance to
register with Senior Services. The transportation coordinator will do a short intake over the phone.
Information needed is listed below:








Name
Address
Phone Number
Date of Birth
Demographic information
Emergency Contact
List of Assisted Devices

After eligibility is determined the transportation coordinator will mail a Release of Liability to the rider.
It must be signed and returned prior to the first ride. In the case that the form cannot be returned prior
to the ride, you must get approval from Senior Services.

When and where does this service operate?
The volunteer driving program covers areas that originate in the boundaries of Will County, but
will transport riders across county lines depending on the availability of the volunteer driver.
Regular operating hours are Monday through Friday from 8:00am to 4:00pm.
Any service before 8:00 am or after 4:00 pm requires Senior Services administrative approval.
Senior Services is closed on weekends and holidays. You may be able to receive a ride on a
weekend or holiday, but it has to be approved by Senior Services staff and is subject to the
availability of a volunteer driver.
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Holiday Schedule:
New Year’s Day
Martin Luther King Jr. Day
President’s Day
Good Friday
Memorial Day
Independence Day
Labor Day

Columbus Day
Veteran’s Day
Thanksgiving Day
Day after Thanksgiving
Christmas Eve Day
Christmas Day

How is this service provided?




Volunteer Drivers
o Volunteers drive their own vehicles (sedans, SUV, vans, trucks, etc.)
Rides are scheduled by advance reservation
Service is door-to-door

How do I schedule a ride?
All rides are scheduled through Senior Services Office. To request a ride, call our office at
(815) 723-9713 and ask to speak to the transportation coordinator. Have addresses, day of
service(s), duration of appoint(s) and times readily available when you call.



Have a pen and paper handy so you can write down important information
Write down whom you spoke with and the date you spoke with them

No ride is guaranteed just because you gave advanced notice because it is a volunteer based
system.

When can I call to schedule a ride?
We ask that you give at least 5 business days’ notice when calling to request a ride. A
coordinator will take your ride request:


Monday through Friday from 8:00 am to 4:00 pm.

Senior Services will try and accommodate rides with less notice, but riders who give longer
notice will have the best chances of securing a volunteer driver.
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What information do I need when calling to schedule a ride?
You will need ALL your ride information when talking to a transportation coordinator.








Your first and last name
The date you need a ride.
The exact street address where you need to be picked up from.
Time you want to be picked up.
The time you need to be to your appointment.
The exact street address where you are going.
The estimated duration of the appointment.

What is the ready time or ready time window?
The ready time window is a thirty (30) minute time frame of when you need to be ready for
your ride. We recommend that all riders be ready to leave for their appointment thirty minutes
prior to the pickup time in case the driver arrives early. Please be ready to leave when the
driver arrives to show respect of their time. Our volunteer drivers do not get paid and are
driving out of the kindness of their own hearts without any compensation.
Senior Services will tell the driver of your desired pick up time. They will call and confirm the
time with you the day before the ride.
 The drivers will wait no longer than ten-fifteen (10-15) minutes after the desired pick
up time.
 The vehicle will depart when the 10-15 minute period is up.
 The volunteer may call you to advise that the vehicle has arrived.
 It’s your responsibility to be ready, prepared to leave, when the vehicle arrives.

How do I cancel a scheduled ride?
If you have scheduled a ride that you no longer need to take, please call the transportation
coordinator as soon as possible to cancel your scheduled ride. You can cancel any ride(s) in
advance.

What if my appointment is running late?
Everyone has occasional circumstances outside of their control that can cause delays at a
scheduled appointment. If your appointment is running later than you expected and there is a
chance you will not be ready for your scheduled return ride, call Senior Services as soon as
possible so they can let the volunteer driver know.
You will be asked:
 Your name
 The time of your scheduled return ride pick-up
 Your volunteers name
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How do I check on my ride?
If your volunteer driver has not arrived within ten (10) minutes after your agreed upon pick up
time, call Senior Services and we will contact your driver. Stay within sight of the pick-up
location if at all possible, in case the vehicle arrives while you are calling.

What if I go to the same place every day/week?
If you need a ride to the same place, at the same time, at least once a week, Senior Services will
schedule them for a month at a time. Be sure to call the last week of the month to put in your
rides for the following month. This will allow us to keep up to date information on your request
and make note of any changes.

How do I pay for my ride?
The Volunteer Driving Program is provided to residents of Will County free of charge. Although
this is a free service, we graciously accept donations to help us continue to provide the service.
Donations can be made to Senior Services of Will County and sent to 251 N Center Street, Joliet,
IL 60435. Donations can be paid in any of the following ways:
 Cash
 Check
 Online- http://willcountyseniors.org/ways-to-give/

Can I tip the driver?
Drivers are not permitted to accept tips because this is a strictly volunteer based program.
However, Senior Services is happy to accept donations for the service. If you would like to
commend a driver for service provided, call Senior Services Transportation Coordinator (see
last page for phone number). We love to hear compliments about our drivers that we can
then pass along.

What do I do when the vehicle arrives?
You are expected to be “ready to ride” when the vehicle arrives. The driver will stop the vehicle
at the curb or in the driveway in front of the pick-up address you provided unless something is
preventing them from doing so, then they will park as close as possible to the location. You are
expected to be ready so you can identify or be identified by the volunteer driver. Please be
ready to go when the vehicle arrives. Wait in an area where you can see or hear the vehicle
arrive, or where the driver will be able to see you. Drivers can only wait for you for 10-15
minutes after they have arrived. If you are not ready, the driver may have to leave.
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Rider Tips: Make sure that your address is clearly visible from the street, especially in the dark. If
you are being picked up at a large building, make sure when you schedule your ride to tell the
coordinator which entrance you will be at. Carry needed medication with you in case we are
delayed and your ride takes longer than expected. If you use oxygen, bring an adequate (extra)
supply. If you are diabetic or hypoglycemic, please bring a small snack with you in case the ride
is longer than planned.

How will the driver help me?
This is a door-to-door service. Do not expect extra assistance beyond the door threshold of
residence or business establishment. If additional individual assistance is needed, drivers will
assist you as you enter and exit the vehicle and/or business establishment. Drivers will assist
you with the securement of mobility aids and with seat belts. If you need assistance getting to
the curb or from the vehicle to your destination, the driver can assist you.

How do I reach Senior Services if something happens after-hours?
If you need to reach us Monday through Friday after 4:00 p.m. or on Saturday and Sunday
please leave a message and someone will get back to you during regular business hours. If there
is an emergency, please call 911. No ride reservations or schedule changes can be made after
hours.

Can I bring a personal aid/companion?
Yes you can. A Personal Aid or companion is someone you may bring with you to assist you
while traveling or with personal care. You must tell us that your Personal Aid/ companion is
traveling with you when you schedule your ride. This ensures that there will be room on the
vehicle for you and your Personal Aid/companion. You may schedule only one (1) additional
rider and they may ride for free when traveling with you. A Personal Aid/ companion must
get on and off the bus at the same place and time as you. Additional riders will be required to
fill out a Release from Liability form prior to the ride.

Does Senior Services transport mobility devices?
Senior Services will do our best to accommodate riders with assisted devices. Our drivers are
informed of the assisted device that a rider has and they make the call if they can
accommodate the rider in their vehicle. Senior Services has volunteer drivers who are able to
transport riders who us:
 Canes,
 Walkers
 Walkers with Scooters
 Wheelchairs
 Crutches
All riders have to be able to ambulate with little or no assistance for our volunteers.
8|Page

Does my wheelchair need to be secured?
Yes, it is the driver’s responsibility to ensure that mobility devices are properly secured.
Senior Services requests that riders also allow drivers to secure the lap belts and shoulder belt
to ensure safety.

Do I have to wear the safety belt?
Senior Services requires you to use a safety belt and asks that you remain seated while riding
on vehicles.

Do you transport respirators and portable oxygen equipment?
Yes. Portable oxygen equipment and portable respirators are permitted on all Senior Services
Rides. The driver will assist you in securing this equipment on the vehicle. Drivers are not
permitted, however, to assist you in using this equipment. If you need assistance with
portable life support equipment, please arrange to bring someone with this ability with you.

What about traveling with a service animal?
Riders may travel with a service animal. Service animals include guide dogs, signal dogs, and
other animals trained to work or perform tasks for persons with disabilities. If you are traveling
with a service animal, be sure to inform the transportation coordinator at Senior Services
when you are scheduling a ride. This ensures the appropriate vehicle is sent, and/or there
will be room on the vehicle for you and your service animal. Your service animal will not be
allowed to ride with you without prior notification. You are responsible to maintain control of
your animal while in the vehicle. If you are planning on riding Senior Services Senior Express
with a service animal, please follow these guidelines:






To maintain control of your service animal, it may need to be on a leash, in a cage or
container, while riding and when exiting the vehicle.
The animal must remain at your feet or on your lap. The animal may not sit on a vehicle
seat.
The animal must not be aggressive towards people or other animals
You are responsible for any damage or soiling caused by the animal
The animal must be clean and well groomed.

Can I bring my pet?
No, Senior Services does not allow animals other than those specified as a “Service Animal”
which are trained to work or perform tasks for persons with disabilities.
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What emergency procedures are in place in case something happens?
In the event of an accident or emergency, please remain calm and follow the Driver’s
instructions.




Personal Medical Issues - A rider who becomes ill, or notices another rider who may
be ill, should immediately inform the driver. Because drivers are not trained to provide
medical assistance, they are required to notify Senior Services for instruction.
For health and/or safety - if a rider can’t be left alone, and the person meeting them is
not at the location when the driver arrives, the rider will be transported back to the
Senior Services office (or to another safe location). The rider's guardian or caregiver will
be notified and required to come to pick-up the rider or to make other transportation
arrangements. Respite care charges may be assessed to the rider if a pattern of this
occurs. If we are unable to make contact with the guardian or caregiver, the proper
authorities will be notified.

Will I still be picked me up during bad weather?
Senior Services reserves the right to suspend, modify or cancel service during times of bad
weather conditions that may jeopardize the safety of our riders, our volunteers, our
employees, or our vehicles. On bad weather days, call Senior Services to determine
whether we will be able to safely pick you up. The transportation coordinator will also be able
to tell you if service will be canceled. During storms including snow, ice or high wind warnings,
travel may be suspended. If you are planning to travel at times when bad weather is predicted,
take into consideration the problems we may have in getting to or from locations along your
route. Also, if you are traveling during inclement weather, be sure to be prepared for longer
ride times. For example, bring any medication you may need; if you use oxygen, bring an
adequate (extra) supply; if you are diabetic or hypoglycemic, and bring a small snack with
you in case the ride is longer than expected due to the weather.
If you are at home when a disaster occurs, you should stay home. If we took you to a location,
and you make other transportation arrangements due to the emergency, please let us
know so that we can account for all of our riders that have scheduled rides.

Keeping your records up-to-date
By keeping our records as up-to-date as possible, we feel we will be able to provide a better
service to our riders in times of an emergency. As part of our preparation for an emergency,
from time to time, we may request your emergency contact information including a
telephone number, cell phone, the name of a person to contact and their phone number.
Make sure we have at least one emergency contact person or location on file for you.
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What happens when my ride is late?
Contact the transportation coordinator immediately if your ride is more than 10 minutes late.
Occasionally there may be an unforeseen event such as a scheduling problem, driver error,
road construction, etc. which prevents us from getting to you on time. Senior Services will try
and contact your driver to make sure they are on their way. If they cannot be reached, you may
need to reschedule your appointment.

Are there other rider rules I need to know?
Senior Services has a list of common-sense rules to ensure the safety of all riders and drivers. All
riders, their personal care attendants and any companions traveling with riders must
observe the following Passenger Guidelines & Safety Regulations or risk penalties up to and
including service suspension.




















Passengers are required to obey ALL reasonable requests from the driver. The driver is
empowered to contact Senior Services and/or local law enforcement for assistance if
riders are putting themselves in harm or the driver.
Baggage beyond what one can reasonably carry is not permitted.
Objects shall not be thrown out vehicle windows.
Passengers must keep head, hands, and other body parts in the vehicle.
Dangerous, disorderly, lewd or offensive conduct is not permitted.
Inappropriate conduct with or towards the driver is prohibited.
Passengers who fight, use profane language, violate Senior Services rules, or
threaten the driver is subject to be removed or arrested by the police.
No food and drinks allowed, except those in closed containers.
Drinking of alcohol or use of illegal drugs is prohibited. Passengers causing a
disturbance or hazard due to these substances may be asked or required to exit the
vehicle.
Inappropriate conduct due to alcohol or illegal drugs is prohibited.
Smoking or use of e-cigarettes is prohibited in vehicles.
Weapons or objects that could be used with the intent to harm or threaten another
person are not allowed.
Littering, vandalism, or willful destruction is prohibited.
Shirts, footwear, and other appropriate clothing are required. Obscene attire is
prohibited.
Passengers are required to maintain a level of reasonable non-offensive personal
hygiene.
Only service animals trained to assist a person with a disability allowed.
Federal regulations prohibit flammable or explosive materials on transit vehicles, such as
automobile batteries. (Oxygen tanks & batteries on electric wheelchairs are exempt)
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Riders, personal care attendants or companions traveling with riders, who engage in an activity
that disrupts the safe or effective operation of the service or who engage in illegal activities
including physical abuse or cause physical injury to a driver, may be subject to immediate and
permanent suspension of door-to-door service. They may also be subject to possible criminal
prosecution, which may include fines. Senior Services reserves the right to require that a
personal care attendant travel with the rider as a condition to ride instead of service
suspension. Any rider or personal care attendant or companion traveling with a rider who is
suspended from service will be notified in writing and will be given an opportunity to
appeal the suspension.

How do I reach Senior Services with suggestions and comments?
We welcome feedback, suggestions, and comments on our service. Call our transportation
office (see last page for phone numbers), email seniorlife@agingspecialists.org, or write to:
Senior Services of Will County
Attn: Transportation
251 N Center Street
Joliet, IL 60435-7144
To allow us to follow-up on your comments or suggestions, please be specific and provide
us with the following information:
 Your name, address, and phone number
 The date, time, and location of the incident
 If your concern involves an office staff member, it will be helpful if you have the
name of the employee, and the date and time of your conversation with him or her
 A detailed explanation of the incident or suggestion
To assist us in researching a scheduling concern, you are encouraged to keep track of the
date, time and coordinator who scheduled your rides. We commit to you to log and follow-up
on each comment received, and will contact you by phone or in writing to discuss our
findings. Due to the research procedure, please allow us 5-7 days to complete our research
once you have left your information.

What if I still have questions?
Contact Senior Services at:
•
(815) 723-9713
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IMPORTANT CONTACT INFORMATION
Main Line: 815-723-9713
CCC Director: 815-740-4210
Transportation Coordinator: 815-740-4528
Email: seniorlife@agingspecialists.org
Website: WillCountySeniors.org
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