
 

Carepool Passenger Handbook 
 
The Carepool Passenger Handbook will detail the process of using and managing your 
passenger account on the Carepool platform, including scheduling, viewing, and updating your 
rides. The Carepool software is a webapp that works on both mobile and desktop web 
browsers. While the software will work to an extent on all browsers, it is only optimized for 
Google Chrome, Mozilla Firefox, and Apple Safari. Due to the amount of information displayed 
on some of the pages, certain tasks within the software are best done on the desktop version of 
the software. The Carepool platform is under continuous development to improve our services 
and technology, so please keep an eye out for updates to this handbook via email. 
 

● Logging into your account 
○ Navigate to app.carepool.us in your web browser. 

 
 

○ When you were selected as a participant for the Inclusa/Carepool Self Direction 
Pilot, an Inclusa Transportation Manager created an account using your email 

https://app.carepool.us/


address as the username. Inclusa will provide you with a temporary password. 
Use these to login to your Carepool account. 

■ After your first login, please change your password in the settings menu 
(which will be covered later in this document). 

■ If you lose or forget your password, use the Forgot Password button 
● Enter the email address associated with your account, and a reset 

link will be sent to your email inbox. 
 

● Menu 
○ On all pages within the Carepool software, you will be presented with a menu 

containing the following options: 
■ Home 
■ My Rides 
■ Schedule a Ride 

○ Click or tap on any of these options to navigate to the corresponding page. 
 

● Home Screen 

 
○ Upon logging into the Carepool platform, you will be taken to the passenger 

Home screen. The Home screen will display a dropdown menu with your Open 
Rides. The home screen will also show details of the ride you select from the 
Open Rides menu. The Selected Ride defaults to the next ride on your schedule. 

■ Open Rides Dropdown 



● This box contains all of your active rides in the Carepool system. A 
ride is considered open if it has been scheduled but not 
completed. 

● Select from the Open Rides by finding the date/time of the ride 
you want to view. 

■ Selected Ride 
● This area will show details of your selected ride including a map of 

the pickup and dropoff locations, the date/time of the ride, and the 
pickup and dropoff location addresses. 

● For any selected ride, you may perform the following actions from 
the Home screen: 

○ Confirm Ride: This will let your driver know that you intend 
to take the selected ride. Confirming a ride is not 
mandatory, but is a nice way to let your drivers know you 
are ready for them. To cancel your ride, hit Cancel Ride. 

○ Contact Driver: Use this feature if you need to reach out to 
your driver regarding minor details about the ride. A text 
message will be sent to the driver to let them know to 
contact you as soon as they can using the phone number 
you enter in the Contract Driver box. Please be patient, as 
many of our drivers have full schedules and may not be 
able to get in touch right away. Use this feature if: 

■ You are running slightly ahead of schedule 
■ You are running slightly behind schedule 
■ You are at the pickup location but do not see the 

driver. 
■ You need to make a slight change to the pickup 

location 
■ You are having difficulty getting to the pickup 

location. 
■ You need help to the vehicle. 

○ Cancel Ride: This button cancels the ride. Please be 
aware that last minute cancellations may still incur charges 
if the ride is within 48 hours. Repeated last minute 
cancellations may affect your ability to use the Carepool 
platform. 

● My Rides 



 
○ This page shows a list of all of the rides you have scheduled on the Carepool 

platform and allows you to make changes to and cancel rides. Rides are shown 
with the following info- date/time of ride, pickup location, destination location, 
status, and driver. 

○ You can search and filter specific rides from the list by using Filter/Search bar at 
the top of the screen. Specify specific dates, pickup/destination locations, and 
statuses to show only those rides fitting your selected criteria. 

○ You can also sort the rides in the list by hitting the arrows that pop up when 
hovering over any of the field headers in the list. 

○ Cancel a Ride 
■ You can cancel a ride by hitting the Circle X icon on the line for any ride. 

Please be aware that last minute cancellations may still incur charges if 
the ride is within 48 hours. Repeated last minute cancellations may affect 
your ability to use the Carepool platform. 

○ Edit a Ride 
■ You can edit the date/time, pickup location, destination location, and ride 

notes of any ride by hitting the pencil icon for any ride in the list. 
● Once you hit the pencil icon in the line, a modal will pop up with 

the details of the ride. 
● Hit the pencil icon next to any of the details to edit them. 
● Hit apply, and your changes will be updated in the Carepool 

system. 
● Hit Close when you are done making changes to the ride. 

○ Mark a Ride as Missed 



■ Use this option if a driver fails to pick you up for a ride on your schedule. 
Only use this button if it is more than 15 minutes past the scheduled 
pickup time. 

■ Hit the Calendar X icon to mark a ride as missed. 
● Be sure only to use this if a driver misses your ride completely. 

● Schedule a Ride 

 
○ Use this page to schedule new rides on the Carepool platform. Any rides you 

schedule on this page will show up in your ride list in My Rides. 
○ To schedule a ride, enter the following: 

■ Select Manager- select the person (ex. Inclusa transportation manager) 
who is in charge of monitoring all of your rides on the Carepool platform. 
Your manager will be able to assist you with any rides you have 
scheduled on the Carepool platform. 

■ Description- enter a short description of the ride (ex. Home to Work) 
■ Pickup Location- enter the location where you will be picked up for the 

ride. Start by typing the address for the pickup location. A list of validated 
addresses will pop up above or below the entry field. Select the correct 
address from the list. 

■ Destination Location- enter the location where you will be dropped off for 
the ride. Start by typing the address for the pickup location. A list of 
validated addresses will pop up above or below the entry field. Select the 
correct address from the list. 

■ Type of ride- select the type of ride you want to schedule 



● One-Way- one-way rides are single rides that do not have a return 
and only occur once. Use this option if you need a ride to a 
destination and have the return trip scheduled with another 
provider. 

● Round Trip- round trip rides are those that take you from a specific 
pickup location to a destination location and back. Use this option 
for appointments and trips to the store. 

● Recurring- recurring rides are rides that take you from a specific 
pickup location to a specific destination location and happen on a 
regular schedule. Use this option if you would like to schedule 
your regular trip to work or a regular appointment.  

○ If you have a regular trip to and from a specific location, 
you will need to schedule a recurring ride for each trip. 

■ Date of ride- enter the date of the ride 
● For round trips that happen on a single day be sure to enter the 

return date for the same date as the pickup date. 
● For recurring rides, enter the date of the first trip in the recurring 

series of rides. Choose how frequently the recurring schedule 
repeats (weekly or monthly) and on what days of the week the trip 
will occur. 

■ Time of ride- enter the time of the pickup for your ride. Be sure to give 
yourself ample time to get to an appointment (ex. If an appointment starts 
at 10:00 AM and the ride is 15-20 minutes long, enter the pickup time as 
9:30 AM) 

● For round trips, be sure to enter the time that you want to be 
picked up for the return trip. 

■ User Special Instructions- these instructions give details about the 
passenger that stay constant through all of your rides. These details 
cannot be changed when scheduling a ride, but they can be updated in 
your Account Settings. 

● Examples of User Special Instructions include emergency 
contacts, assistance needed, and any other information our 
drivers should know about for every ride you schedule. 

■ Ride Special Instructions- these instructions help our drivers know where 
to go and how to help you for each specific ride you schedule. 

● Examples of Ride Special Instructions include letting the driver 
know where to pick you up at a specific address and who to 
contact if the driver cannot get in contact with you at a specific 
pickup or destination location. 

○ Once you have entered all of the ride details, hit Submit, and a confirmation box 
will pop up showing the details of the ride including how much the ride will cost. 

■ To confirm the ride hit Submit. 
■ You may go back and edit the details by hitting Edit Ride. 



● User Settings 

 
○ Update your User Settings by hitting your name in the upper right corner of the 

screen from any page on the Carepool Platform. You may update the following 
settings: 

■ Account Settings- update your email address or password 
● To update your password, enter a new password into the 

Password field and into the Confirm Password field. Be sure that 
the two fields match exactly. 

■ Contact Settings- update your phone number and select whether or not 
you want to receive notifications about your rides via text message and/or 
email. 

● You can also choose to let others receive text notification about 
your rides by checking the box next to Pickup Notifications and 
entering the phone number of up to three other people you would 
like to keep in the loop about your rides. 

● Add Photo- upload a photo from your device that will allow our 
drivers to confirm that it is you that they are picking up. 

■ Location settings- update your home address 
○ After making any changes, hit Save to make sure they are updated. Hit Close to 

discard any changes made. 
 


