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DRIVER TRAINING MANUAL
           

              ALWAYS Refer to client as Mr/Sir or Mrs./Madam

UNDER NO CIRCUMSTANCE MAY YOU SMOKE IN YOUR CAR, WHILE YOU ARE DRIVING A CLIENT OR MUST YOUR CAR SMELL LIKE SMOKE. PLEASE KEEP YOUR VEHICLE NEAT AND TIDY AT ALL TIMES, INSIDE AND OUT.
INSPECTIONS WILL BE CONDUCTED AT RANDOM.

SOBER CHAUFFEUR
Sober Chauffeur is a drive me home service, ‘we drive the client home in their car’ and with concierge (chauffeur) trips.
Our clients are made up of Corporates and Individual Members, we also assist non- members (Once Offs)
SC is a Drive Me Home service provider to the following companies:
First Assist & ITU Assist and soon Road Trip.



PICK UP PROCEDURES
PLEASE NOTE: WE WORK VIA WHATSAPP. ALL BOOKINGS WILL BE SENT TO YOU VIA WHATSAPP, FOR E.G.
· [image: ]THE COLOUR BLOCK WILL INDICATE WHAT CLIENT YOU ARE DRIVING, E.G. FIRST ASSIST 


Pickup and drop off procedures are one of the most important factors within our industry and need to be followed step by step to ensure it is done correctly.  If one step is missed, it could have a knock-on effect on the call center side with regards to their organizing/planning throughout the evening.  Please ensure that you as the Driver/Chauffeur take note of the procedures as unnecessary mistakes will not be tolerated.


When you receive the pickup, please reply by saying,
             -          Booking confirmed (or a thumbs up)
If you do not confirm the pickup within 15 minutes, we will dispatch to another team. Please note that on a busy evening, it may be re-dispatched sooner than 15 minutes. Remember, we will not send you a trip, if you have not confirmed that you are on shift.
Next step is to check all details of the booking, in preparation for the booking:



PICK UP ADDRESS / DROP OFF ADDRESS

Use your phone or navigation system in your car to work out your best route, if you can go live on map to view location.  Check if it's a complex, do you need access code etc., check if it’s at a winery, so you know which entrance etc.
Remember you will be driving at night in the dark, so locations are harder to find.
The drop off address is where you need to drop the client, again check and plan a route before leaving home or when you are on the way to the next booking.
VEHICLE DETAILS

Check the vehicle that you will need to drive and research if needed be;
how to start the car, key, button, key fob etc.?   It is good to have an idea before you arrive so you are more confident in driving the vehicle. We recommend that you keep up to date with new vehicle specs i.e.; Ebrake.

PICK UP TIME
This is the time the client has booked for, you need to make sure that you arrive 15 minutes before this, to allow time to find the client's vehicle, gain entry to the complex and allow for traffic delays.
NB! When you experience delays on the road please take photos to send to the call center of any situation, i.e.; road blocks, accidents, heavy volumes of traffic etc.









ARRIVAL AT PICKUP POINT

Once you arrive at the pickup location, you need to inform the call center of your arrival by using example below

· Arrived at pickup OR
· Waiting at the entrance OR
· Waiting at the client’s vehicle


· As soon as you inform the call center that you are at the pickup, they will communicate with the client.
· After 10 minutes with no contact with the client, please inform the call center, and they will advise what to do next.
· You must stand outside of your vehicle visible to the client at all times, it’s not the client’s duty to go looking for the driver.
· Once you make contact with the client please confirm the client's full name and drop address to verify you have the correct person.
· If there are any changes, please inform the call center immediately, i.e. extra drop off, change of drop off address.



   Once you are on way with client, please let the call center know with one of these short phrases   


· Got the client
· Leaving
· Departing
· 🚗







DROPPING OFF CLIENTS

While on route with the client observe if client wants to chat or not, be polite at all times referring to client as Mr/ Mrs /Sir Madam at all times.
NB! It is important that you and your partner take note of any stops/drops that are made as this information is crucial to ensuring that your kilometers add up and that you and the client gets paid and invoiced correctly.  Any discrepancies will be investigated and if your information is found incorrect you will not be reimbursed on your findings but on the findings of The Sober Chauffeur Company.  Honesty plays a huge factor so please ensure you give the correct and exact details.  Arriving at your drop off destination you will ensure that your client enters his property safely and greet/thanking the client for taking the responsible approach.


THIS IS HOW YOU MUST SEND BACK THE DROP DETAILS OF YOUR TRIP (VERY IMPORTANT FOR THE PAYMENT PROCESS:
· CLIENT NAME:
· DROP OFF ADDRESS:
· DROP OFF TIME:
· KM OF PICK UP TO DROP OFF:
· ROUTE: (JUST KEY ROADS I.E N1/M3)
· NOTES: (ANY OTHER INFORMATION REGARDING THE TRIP, CLIENT ASKED TO STOP SOMEWHERE OR ANYTHING THAT IS NOT PART OF THE TRIP.)









INDEMNITY FORM (please keep copies in your car)

Indemnity forms are not only there to protect the client but also to protect the company and you as a driver/chauffeur.  It is of high importance that anyone who is not a member or has been authorized through a corporate member or The Sober Chauffeur management to complete this document by his own hand.    This document purely gives you as the driver/chauffeur permission to drive the client’s vehicle and that the client will be responsible for any loss, damage, etc.

It is the call center’s duty to inform you as the driver/chauffeur when this document will be applicable.  You will receive this instruction with the booking request, it will advise guests or non-member Indemnity form required. Please make sure you always have copies in your car.

NB! It is also your duty as driver/chauffeur to inform the call center if the client refuses to complete the document.  The call center will then make contact with the client and will inform the client on the legal implications, should the client not complete the indemnity form.

You will be liable for any loss or damage to the client’s property if you take it upon yourself to drive the client without the fully completed indemnity form.  This document should be completed before entering a client’s vehicle.

Failing to adhere to this process should anything happen to the client and the client’s vehicle, your contract with The Sober Chauffeur Company will be terminated with immediate effect.

It is also important that this document needs to be handed in or photo sent with the drop details for our admin department to keep on record.



CANCELLATION PROCESS

CANCELLATION CODE 1:
Client has canceled in time one hour prior to their booking.
CANCELLATION CODE 2:
This code will be applicable if a client contacts the call center within the one-hour notice period to cancel a pickup request.  This cancellation code indicates that there will be billing to the client as the driver is already on route to the pickup point.  This cancellation will be paid to the driver and will be billed from wherever the driver was dispatched till the point of receiving the cancellation notification. Each circumstance/trip is individually assessed the following day, by management.
CANCELLATION CODE 3:
This code will be applicable if the drivers arrived at the pick-up address/location and the trip does not get completed. Each circumstance/trip is individually assessed the following day, by management.

It is at the call center’s own discretion to award any cancellation if all procedures were followed correctly.
Certain high-profile clients will have preference to the cancellation rules but that will be at the call center’s own discretion, and you will be instructed when applicable.

NB! This cancellation process will only work if you as the driver/chauffeur follow the correct procedure.






COMMUNICATION
COMMUNICATION IS KEY!! THIS IS WHAT MAKES YOU STAND OUT AS A GOOD DRIVER
Communication plays a big role in any business.  Within our industry constant communication is the key in ensuring our processes, policies and procedures run smoothly and most important having a satisfied client and keeping high service standards.

Our basic communication is between call center, client, and driver/chauffeur and vice versa.  We communicate by phone and through social media platforms which will be WhatsApp and SMS.  Between call center and driver these applications will be used to communicate pickup requests, drop details and any queries.

It is your responsibility to make sure of constant communication throughout your shift to inform or give the correct information needed.  Our social media platforms are not to be used for private conversations and no vulgar or explicit language or messages.

As the driver/chauffeur it is your responsibility to ensure that your phone is fully charged and that you have sufficient airtime to communicate with the call center.  The call center needs to always know your location, and it is your duty to be available when we need to reach you.

You are not allowed to answer your phone while driving a client.  You are not allowed to ask a client to answer your phone on your behalf when driving and you are not allowed to ask a client to contact someone on your behalf.

You are also responsible to inform the call center of any obstructions on the road which may cause a delay and your sweeper must take photos and send them to the call center to advise.

We are all part of a team and we believe that communication between us should always be open.  This could only lead to more exceptional service to our clients and growing the business within.

CLIENT CONFIDENTIALITY

Sober Chauffeur works mainly on a membership basis.  Each client signs a membership agreement with our company and within this agreement there is a confidentiality clause which needs to be always adhered to.  This clause stipulates that we The Sober Chauffeur Company and its directors, management, employees, and contractors are not allowed to share or post or talk about any member to another member, friend, and colleague.

What happens in a client’s vehicle, stays within a client’s vehicle.

If not adhered to this clause it could create grave damage to The Sober Drive Me Home Company name which will result in breach of contract, legal action, loss of clients which will result in loss of income and even closing of the company.

It is of utmost importance that you as the driver/chauffeur are not allowed to share any company information with a client.

If a client starts asking for information about someone who is either a client or employee or someone you know do not talk with them.  Listen to what they have to say if you have to but don’t discuss it with anyone else or even with that person.  It is also your duty to immediately inform the client that due to our company policy and procedure we are not allowed to discuss any information regarding employees, company, or clients.

If found that you have been sharing information with our members your contract will be terminated with immediate effect.  This clause is non-negotiable.





CUSTOMER SERVICE

Customer service is the most important part of any company.  The Sober Chauffeur Company strives on providing exceptional customer service.  You as the driver/chauffeur have the most face to face contact with our clients and should always be polite, friendly, and most important professional.

We always strive to go the extra mile in ensuring that our clients receive only the best of service from receiving the booking to you as the driver/chauffeur meeting with the client and driving the client home safely.

· When at a pickup location always be visible.
· Always have a friendly open posture.
· Upon meeting your client, always greet them with a smile.
· Introducing yourself which will mean your name and the company you are from.
· Accepting the client’s keys with a positive attitude.
· Always try to go the extra mile by helping the client carry any luggage or                              parcels that needs to be taken to his vehicle.
· Only speak when spoken to.
· Make sure your reply is always positive and friendly.
·  Always be vigilant when on a route to the client’s drop location to give the client the feel of safety and responsibility.
·  When arriving at the client’s drop off location, always thank the client and   wish the client a good evening and always depart after the client has entered his/her home.

You as the driver/chauffeur are the ambassadors of our company and because we are more corporate orientated first impressions last.

Our service is non-negotiable and should always be represented on the highest level.





DRIVER INCIDENT REPORT

Driver incident report is for your use should you experience any situation where the trip has not gone to plan. i.e.; client not happy with your driving, client unruly behavior in the vehicle etc.
The call center will advise you to complete the Incident report to bullet point the incident details of what happened on that trip.

This document should always be completed with as much detail as you are able to provide.



Important points:
· Time
· Conversations
· Events
· Obstructions
· Exact wording
· Location
· Names

The document should be handed in / emailed to operations@soberchauffeur.co.za where the necessary investigations will take place to ensure a swift resolution.

We do not only see you as a contractor to our company but a part of our team and everybody within The Sober Chauffeur Company should be treated with the necessary respect they deserve.





DRIVER PAYMENT SCHEDULE AND INVOICING PROCEDURE

Driver payment is processed weekly.  Your week will run from a Monday to a Sunday, and it is always a week and a half in arrears.  You will be paid as a team and will be responsible for splitting as you agree with your partners. Payments are done between Tuesday and Thursday.


· Payment works in the form of the payment schedule
· NB! You get paid from pickup to drop off location which will work according to different zones (as per payment structure)
· For each trip made to a pickup location you will receive R17,25 as a Traveling Allowance
· The call center is responsible for the invoicing which will be calculated on your correct drop details you will provide.
· This invoicing will be mailed to you on a weekly basis, and it is your responsibility should you wish to keep track in ensuring you get paid correctly.
· [bookmark: _GoBack]Once invoices get mailed to you it is your duty to respond with any queries in the times indicated on the email.
· You will receive payment the following week after the invoice has been sent.

DRESS CODE AND PERSONAL HYGIENE

The Sober Chauffeur Company has a specific dress code that needs to be followed.  You will receive one set per annum.  You will be responsible for the full amount of the uniform fees.   Should you or the company terminate your contract agreement it is your responsibility to return the company property and depending on the condition of the uniform returned the company will reimburse you a percentage of your uniform fees.

By signing the uniform agreement (pages to follow) The Sober Chauffeur Company has the right to take legal action if you do not return company property upon termination of your contract.


DRESS CODE

· Black shoes
· Black formal pants (**JEANS, NO RIPS **)
· If you do not have black on black, smart casual.

	OFFICE WILL KEEP YOU UPDATED WQITH THE DISTRIBUTION OF SDMH T-SHIRTS

	This is the standard dress code and should be always adhered to.


PERSONAL HYGIENE
Personal hygiene is especially important as you are in close contact with our clients.  You are not allowed to smell of smoke and it is also your responsibility to ensure that your uniform is properly washed for each shift.  The necessary steps will be taken should we receive any complaints on this matter.

Please ensure that you are always neat and presentable while on shift.











DRIVER SAFETY AND ACCIDENT PROCEDURE

Driver safety is of utmost importance as you are transporting precious cargo.  When you are driving a client, you are not only responsible for the client’s safety but for yours and the rest of the road users around you.  You need to be always vigilant and alert and most important obeying the rules of the road.  Always keep to speed limits and adhere to road signs.

In a case or event of you as the driver/chauffeur find yourself in a situation where you scratch, dent, or even become involved in an accident these are the procedures you need to follow:
1. Immediately inform the Call Center of the extent of the situation (condition of the client, yourself, and partner; extent of damage to vehicle; brief description of how the incident occurred) Take photos of the situation and send it to the call center.
2. Inform the authorities.
3. If possible, always take photographs of the client’s vehicle as much as you can from every angle and of the accident scene.
4. In the event of a scratch or dent the same will be applicable in point 3
5. All necessary statements after it has been logged with the authorities needs to be forwarded to the Sober Chauffeur Company (all relevant insurance information and client details)
6. It is still your duty to ensure the wellbeing of the client.
7. Always be sympathetic, apologize even if it is not your fault it is just part of the process and common courtesy.
8. Be helpful to all authorities or emergency services.
9. If you are not hurt, you or your partner needs to complete a driver incident report stating all relevant information of the events that occurred.
10. It is still part of customer service to follow through and be by the client’s side till the very end.
11. At no stage are you to admit responsibility for any accident or collision

No matter how big or small the incident, you always need to inform the Sober Chauffeur Company to avoid any misunderstanding or to create a bad impression on our company.
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