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5.1 – Introduction  
 
 

5.1.1 We take full responsibility for our clients/passengers; remember their care and safety 
are our professional tasks. 

 
However, passengers have a key role to play in maintaining safety standards.  Certain 
standards of behaviour are required in order to ensure the safety of all those on the vehicles.  
The vehicle Operator and driver have to make passengers aware of their responsibilities and 
ensure that rules are observed.  In particular, passengers should not: 

• Smoke 

• Drink alcohol 

• Consume food or drink (except to meet health needs, e.g. a passenger with diabetes) 

• Stand or walk around during the journey 

• Remove their own or other people’s seatbelts 

• Remove or interfere with wheelchair restraints 

• Distract the driver’s attention more than is necessary 

• Leave luggage or equipment in dangerous positions 
 
5.1.2 Not all passengers can be relied on to adhere to these rules. Where the passenger group 

consists mainly of children or vulnerable people, a passenger assistant should be provided to 
support, assist and supervise as required. 

 
5.1.3 Prior to arranging transport, a risk assessment must be carried out to determine the needs of 

each passenger and the correct equipment, if any, required to ensure their safety and 
comfort. This is particularly important for wheelchair users. 

 
5.1.4 A generic risk assessment for moving a client using a tail lift is shown at Appendix 1. If this 

requires modification to allow for the needs of a particular client, a copy of the modified risk 
assessment should be incorporated into that client’s risk assessment/care plan prior to their 
journeys. 

 
5.1.5 Passengers should have a positive role to play in developing services and safety standards. 

They should be consulted when a new vehicle or equipment is being purchased. What is 
their experience? What are their feelings? What improvements to vehicles or services can 
they suggest? 

 
 

5.2 – Entering and leaving the vehicle 
 
The following procedure must be carried out for the passenger’s comfort and safety. 
 
5.2.1. First, it is essential to find a safe, suitable location to park the vehicle. 
5.2.2. All walking passengers who are able to use the front entrance should board the 

vehicle first and be secured; ensure the rear doors are closed while doing this. 
5.2.3. Use the tail lift for walking passengers who cannot use the front entrance, but first 

make sure the front doors are closed and other passengers are secure. 
5.2.4. Lastly load and secure any passengers who are wheelchair users via the tail lift. 

Ensure the wheelchairs are facing the vehicle while the lift is in operation to reduce 
the feeling of insecurity. Again, make sure the front doors are closed. 

5.2.5. An individual risk assessment must be carried out for loading electric wheelchairs. 
Full assistance should be given to the passenger, especially when the wheelchair 
has to be reversed off the vehicle. 

5.2.6. The unloading should be carried out in the same order. It is important to ensure 
passengers who are being dropped off do not have to climb over other people. 
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These points are particularly important for passenger safety, security and comfort. 

 
Helpful hints 
 
 
Road Crossings 
It is important to avoid passengers having to cross a road. Whenever practical and safe, park on 
the same side of the road as the passenger’s boarding point or destination. 
 
The Pace 
Always let the passenger set the pace. If you are handling a wheelchair user, take your time and 
reassure the passenger whilst manoeuvring the wheelchair especially when using the tail lift. 
 
Pay Attention 
The passenger is in your care and as such your attention should be with them at all times.  
The passenger should never be left unattended whilst you go off to do something else.  
 
Assistance – where appropriate 
All passengers should be assisted on and off the vehicle, making sure they are comfortable and 
safe and wearing a seatbelt.  
 
NEVER drive off before all passengers including the passenger assistant are seated and wearing 
seatbelts. Ensure appropriate restraining equipment is used if the passenger is travelling in a 
wheelchair. 
 
 
 
 

5.3 – Passenger assistants 
 
Passenger assistants are required under the following conditions: 
 

- Where passengers’ needs require a passenger assistant to be present 
- Where children are being carried, according to their age and needs. 

 
It may be unreasonable to require a passenger assistant for every journey where children are 
carried; for example, short, local journeys to a neighbouring school may be undertaken 
satisfactorily without a passenger assistant. A risk assessment should be carried out for each 
journey, or type of journey, to establish clear guidelines concerning those journeys in which a 
passenger assistant might not be needed. 
 
Clear arrangements would be needed regarding what a lone driver would do in the event of an 
emergency. A mobile telephone should be carried, with a suitable charger; however, the phone 
must not be used in any way whilst driving. The guidelines should state that any driver, including a 
teacher, who is not prepared to drive without a passenger assistant will not be required to do so. 
Ideally, the passenger assistant should also be able to act as a second driver, in which case he or 
she should have received the same assessment and training as the main driver. The results should 
be recorded as a generic risk assessment. 
 
 

5.4 – Road traffic collisions, incidents and emergencies 
 
Establishments must ensure that there is a clearly defined written procedure, which must be 
followed in the event of a road traffic collision (RTC) or other emergency incident, and that all 
drivers and passenger assistants are aware of and adhere to this. A copy of the procedure should 
be kept inside the vehicle. 
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The driver and/or the passenger assistant must make the scene of the incident as safe as possible. 
 
 Use hazard warning lights and any other devices supplied and required to be used by their 

department. 
 Do not move injured passengers unless they are in immediate danger of further injury from 

other vehicles or from fire or explosion. 
 Call the emergency services immediately 
 Ensure one person (driver or passenger assistant) remains with and supervises children or 

vulnerable passengers. 
 Ensure one person (either driver or passenger assistant) informs appropriate departments of 

the accident or incident and arranges for additional backup/vehicle to evacuate passengers to 
a place of safety. 

 
Unless the driver is injured, he or she must stay at the scene of the accident until the emergency 
services (and anyone else with reasonable cause) have taken all the details. If possible, the names 
and addresses of all independent witnesses should be obtained at the scene. 
 
If a collision is damage only and no one is reported injured, the driver must complete a collision 
report in full on return to base. 
 
If the names of people involved are not exchanged, it is a legal requirement to report the collision 
to the nearest Police station ‘as soon as reasonably practicable’ and in any case within 24 hours. 
 
Any other incident, including traffic offences, must be reported by the user to their manager. 
 
 

5.5 – Emergency evacuations 
 
In the event of a collision, or other incident such as fire, an emergency evacuation should be 
conducted. The best way to evacuate the vehicle will depend upon the nature of the incident, the 
passenger group and the type of minibus. Therefore, the driver and passenger assistant(s) will 
need to exercise their judgement at the scene of the incident. Drivers and passenger assistants 
who have been trained will be far better equipped to make appropriate decisions and cope with 
such difficult circumstances. 
 
Passengers should exit the vehicle as they would normally, if possible, and move to a place of 
safety with appropriate supervision. If passengers need assistance to exit the vehicle, the 
passenger assistants and driver should provide what help is necessary. If it is necessary to use the 
rear exits, care must be taken against approaching traffic. 
 
It may not be possible to remove wheelchairs quickly from a minibus, unless the passenger 
assistants, driver and carers are trained to do so. It may be necessary to lift a passenger from the 
vehicle, which is not easy to do so in a confined space and often requires two people.  See also 
Section 1.21 
 
 

5.6 Use of seat belts and restraining equipment 
 
The safety of passengers is paramount, so the correct use of the restraints, belts, etc is important. 
All passengers MUST wear seatbelts. If the standard seatbelt is not adequate or suitable for a 
particular passenger then the matter must be referred for a risk assessment. 
 
All vehicles that are required to carry wheelchairs must have suitable tracking correctly fitted to the 
floor of a vehicle. This means that the track is set at 13” (330mm) centres and attached to the floor 
by counter sunk bolts using spreader plates on the underside of the floor pan to even out the 
loading. The more bolts fitted the better. 
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The most common wheelchair restraint systems are Webbing Straps 
This involves the use of four webbing straps and buckles similar to those used on seatbelts and a 
‘spring foot’ at one end of each strap to attach to the tracking. These ‘tie-downs’ MUST be used to 
secure electric wheelchairs. 
 

 
Image: BraunAbility (formerly Unwin Safety Systems) 

 
The tie-downs come in pairs, one non-adjustable pair to attach to the front of the chair, and one 
adjustable pair to fit at the rear of the wheelchair. Alternatively, the adjustable type can be used at 
both front and rear of the wheelchair. 
 
To secure the wheelchair, first clip the front set of straps to the tracking using the spring feet, 
ensuring that the feet are level. Move the wheelchair into position and attach the straps (there are 
two types – one with a carabiner clip, the other with a loop and buckle), put the hook or loop 
around the front vertical frame of the wheelchair with one strap on each side.  Look for the ‘tie 
down’ carabiner symbol.  

   
 
Return to the rear of the wheelchair and pull the wheelchair backwards so that the front webbing 
restraints are tight and then apply the wheelchair brakes.   Now attend to the rear, carrying out the 
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same as the front set, remembering that there is an over centre buckle which is pulled tight and 
locked off for each side. 

5.7 – Passenger Restraints 
 
Once the wheelchair has been secured in place, it is essential that the occupant be also secured. 
 
In a collision or under heavy breaking, the person in the wheelchair would be thrown out of the 
wheelchair if not held in and would suffer some form of injury. Therefore, passenger restraints 
MUST always be used. There are two good systems, both using inertia reel belts similar to those 
available in cars. In addition to passenger restraints, wheelchair seatbelts must also be fastened 
(where fitted) - see ‘The use of Restraining Equipment’ section 5.6. 
 
Double Inertia Reel 
 
The Double Inertia Reel forms a lap and diagonal restraint for the wheelchair occupant. 
 
Each webbing strap is tensioned on the inertia reel for ease of operation and is prevented from 
becoming too tight on the occupant’s shoulder by the use of a sliding Klunk-Klip. However, care 
must be taken to avoid having too much slack in the belt as this can lead to greater injury in an 
impact. 
 
The Double Inertia Reel is supplied in two parts: 
 
5.7.1. The Double Reel Unit housing the (black) lap and (red) diagonal belt and Klunk-Klip. 
5.7.2. The stalk unit with the belt buckle point. 

 
NOTE: in some situations, it is necessary to fit the stalk unit with belt buckle in the track beside 
the one used to secure the wheelchair. This can create a trip hazard for walking passengers; to 
prevent this the stalk must not be fitted until after walking passengers have boarded and must 
be removed before walking passengers alight from the vehicle. 
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Inertia Reel and Stalks 
 
The track fixing uses a long aluminium strip. 
 
The reels are secured by using the Millennium leg and fitting. 
 
To operate, insert leg into the track and push the red handle to lock into place.  Ensure that 
the Red Drop Lock Pin has dropped to secure the clamp. 
 
To unlock simply lift the Red Drop Lock Pin and pull the red handle. 
 
 The stalks use the same method. 
 
To install the belts simply pull out one belt to cross the lap and connect to the stalk. The 
next belt is pulled over the shoulder to form a diagonal and lock into the second stalk. 
 
If a passenger has a wheelchair which is out of the ordinary and difficult to fix with 
available clamps/restraints, then the wheelchair must be referred for risk assessment. 
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5.9 Tail Lift Safety 

 
Hertfordshire County Council has a set of rules that must be followed when using all types of tail 
lifts. It is essential that instruction in the operation of such equipment is provided before usage - 
see also section 1.12. The basic rules for operating tail lifts on minibuses are as follows: 
 
5.9.1 The tail lift must NEVER be left unattended in the down position. 
 
5.9.2. Unless specifically sanctioned, and recorded on the client’s risk assessment, clients should 

NEVER travel on the tail lift unaccompanied. It is the passenger assistant’s task to travel 
with them and to ensure they are given support and reassurance while on the lift, while 
another member of staff operates the tail lift controls. Managers must sanction, and 
record, any deviation from this BEFORE the journey. Under no circumstances should 
unauthorised persons operate the tail lift. 

 
5.9.3. The general rule is that all wheelchairs must be loaded and unloaded facing into the 

vehicle. This has been found to minimise anxiety, especially on a road where there may be 
traffic approaching the rear of the vehicle. However, there are rare occasions where the 
person may be loaded facing backwards, see 5.9.4 below. 

 
5.9.4. The risk assessment may find that it is impossible to put the client onto the tail lift platform 

in the usual manner, for example because of the specific needs of the client. In such cases 
the wheelchair may be placed on the tail lift facing backwards, but the operating procedures 
remain the same and full assistance must be given to reassure the passenger. Once 
loaded, the wheelchair should be carefully turned to face forward, so that the chair can be 
secured, and passenger restraints fitted correctly. 

 
5.9.5. Recent and new vehicles are fitted with manual operation for the tail lift in addition to the 

power motor. The manual operation is an emergency device to enable the tail lift to be 
operated if the power motor fails to operate. The procedures for using the tail lift to load and 
unload passengers by operating the manual device are identical to the power operation. 

 
5.9.6. Before using a tail lift, drivers and passenger assistants must ensure they have received 

adequate training and understand the operating instructions. If in doubt, they should ask 
their manager to arrange further training and advice. 

 
5.9.7. The tail lift operating instructions should be read periodically to ensure familiarity with the 

specific tail lift operation.  These can normally be found located on the inside of the rear 
doors of the vehicle. 

 
5.9.8. If for any reason a member of staff is unable to stand on the platform with a client, extra 

care needs to be exercised at all times, especially when raising and lowering the tail lift 
platform.  Exemptions to this should only be authorised by the manager. 

 
5.9.9 There is a requirement for appropriate training in moving and handling. Details on carrying 

out an assessment can be found in the Manual Handling Guidance. All of HCC’s health and 
safety information, including policies, guidance and templates, can be found on the intranet. 

 
 

 

https://hertscc365.sharepoint.com/sites/intranet/Services/Resources/Assurance/Pages/H%26S%20Manual-Handling-Guidance.aspx
https://hertscc365.sharepoint.com/sites/intranet/Services/Resources/Assurance/Pages/H%26S%20Health-and-Safety.aspx
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APPENDIX 1 
 

 RISK ASSESSMENT FOR: 
Title of activity / person 

What are you risk assessing? Put in brief outline of the task/activity. 
 
 

Establishment: 
 

Assessment by: 
 
 

Date:  

1st Review Date Due: Manager Approval:  
 
 

Date: 

 

 

Hazard / Risk 
(List the hazards 

you have 
identified). 

 
 

Who is at Risk? 
(E.g. Staff, 

clients). 

How can the hazards cause harm? 
What will happen if the hazard 

causes harm? E.g. electrocution, 
poisoning, etc.). 

Normal Control Measures 
(Brief description of what you should be doing to 

reduce risk and/or reference to source information). 

Are Normal Control 
Measures  Y/N/NA 

In Place Adequate 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

   Are the 
control 
measure
s in 
place? 

Are they 
adequate? 
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Additional Control Measures 
(To take account of local/individual circumstances including 

changes such as working practices, equipment, staffing 
levels). 

Action by Whom 
(list the name of the 
person / people who 
have been 
designated to 
conduct actions). 

Action by When 
(set timescales for 
the completion of the 
actions – remember 
to prioritise them). 

Done 
(record the actual 
date of completion 

for each action 
listed). 

Residual Risk Rating 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

   This is the level of risk 
with all of the controls 
in place. See Table 1 
below to determine 
whether further action 
is required. 
 
 
 

 

DATE OF REVIEW: 
Record actual date of review 
 

COMMENTS: 
Record any comments reviewer wishes to make. Including recommendations for future reviews. 

NAME OF REVIEWER: 
 

DATE OF REVIEW: 
 

COMMENTS: 
 

NAME OF REVIEWER: 
 

DATE OF REVIEW: 
 

COMMENTS: 
 

NAME OF REVIEWER: 
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Table 1 

RESIDUAL RISK RATING ACTION REQUIRED 

VERY HIGH (VH) 

Strong likelihood of fatality or 
serious injury occurring 

The activity must not take place at all.  

You must identify further controls to reduce the risk rating. 

HIGH (H) 

Possibility of fatality or serious 
injury occurring 

You must identify further controls to reduce the risk rating. 

Seek further advice, e.g. from your H&S Team. 

MEDIUM (M) 

Possibility of significant injury or 
over 3 day absence occurring 

If it is not possible to lower risk further, you will need to consider the risk against the benefit. Monitor risk 

assessments at this rating more regularly and closely. 

LOW (L) 

Possibility of minor injury only 

No further action required. 

 

 


