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I need help. Who do I contact? 
For questions about Service Match, to share feedback, or to report issues with specific Road to Recovery 
requests, call or email your Coordination Team staff partner: 

• By Phone: 1-866-949-1518 from 7:00 AM CT – 7:00 PM CT Monday through Friday. 

• By Email: NCICRoad@cancer.org 
 

What’s the deadline for Accepting rides? 
Your deadline to Accept rides through Service Match is 11:30 AM Central Time the business day before 

the ride.  At 11:30 AM Central Time, any ride for the next business day that has not been assigned to a 

Driver will be closed automatically as Unmet by Service Match and the patient will be informed that 

there is no Driver. At that time, the staff person will offer to work with the patient to find alternative 

methods of transportation. 

Can Drivers use Service Match to track mileage for tax purposes?  
No. Service Match distances are actually “as the crow flies” distances, rather than actual miles a driver 

travels. For actual miles driven, it will depend on the route the driver takes, which, of course, isn’t 

dictated by Service Match. Additionally, Service Match calculates the distance for each segment as a 

one-way trip from the driver’s house to the pick-up address then on to the drop-off location. Round-trip 

rides where the Driver drops off the patient, waits until the appointment is over, then brings them 

straight back would not have accurate distances.  

To track actual miles driven, volunteers can use the mileage form available on the Volunteer Learning 

Center. (To find it, navigate your browser to https://volunteerlearning.cancer.org, log in, click on “Find 

Courses, and search for “Driver Log”.) Drivers could use the map from Service Match (which is actually 

Google Maps) to help them pick their route, which could help them better estimate their mileage, but, 

as mentioned, this is something decided by the driver, not by Service Match.  

What if I am unable to drive temporarily? 
Short-term exceptions (up to 90 days) can be entered directly into Service Match to prevent you from 
matching to rides during the time you’re unavailable to drive. This is done in the “Road to Recovery 
Preferences” section of your Service Match profile: 
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Note: This will stop you from matching automatically to rides during the exception period, but 
you will continue to receive any notifications you have opted to receive from Service Match for 
rides you match to outside of this exception period. 

 
If you plan to be away for an extended period-of-time (more than 90 days), it is best to contact your 
Coordination Team Staff Partner who will have your status changed to Temporarily Inactive so that you 
are removed from Service Match entirely. Please note that you will need to contact them again when 
you are ready to start driving again so that you are added back to the program. 
 
Note: If you need to stop being matched to rides immediately, you may change your Program Status to 
“Inactive”. Again, this is in your profile, under “Road to Recovery Preferences”. 
 

 
 

What if I need to resign from Road to Recovery? 
Contact your local staff partner or your Coordination Team Staff Partner and you will be removed from 

the program. 

 
What if I am relocating, but I want to continue driving in my new location?   
Remember that any permanent changes of address or contact information should be reported to your 

local staff partner. Additionally, to ensure that you continue to match to rides in your new location, 

update your Starting Addresses in your Profile in Service Match and set the daily preferences in the 

“Road to Recovery Preferences” section accordingly.  
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Note: For out of state moves, whether temporary (e.g. “Snow birds”) or permanent, please alert your 

staff partner as soon as possible. Not doing so could prevent you from matching to rides in the new 

state, even if all necessary changes have been made in Service Match. 

What determines whether I am matched to a ride? 
The simple answer is that you are matched to rides based on your distance/days/times preferences that 
you set up in your profile. To fully understand how Service Match views distances, though, you must first 
understand that Service Match matches to each segment of the ride independently. Also, keep in mind 
that distances calculated by Service Match are “as the crow flies”, rather than actual driving distances.  
 
Here’s an illustration of how this works: 
 
Let’s say a patient has requested a round-trip ride from their home to treatment, then back home. 
You’re 60 miles away from the patient, but only 40 miles from the facility (the facility is between you 
and the patient). Here’s a visual of what Service Match is considering for each segment: 
 
Here’s the Outbound ride: 
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Here’s the Return ride: 

 
 
Now let’s pretend your distance preferences are as follows: 
  

 
  
In this scenario, you would match to the Return trip, but not the Outbound trip. The reason is that the 
distance indicated in the 1st box is a shorter distance than the distance from you to the patient’s home, 
which is how the Outbound ride’s distance is measured. Keep in mind, however, that Service Match is 
designed so that if you match to at least one of the Open segments, you’ll still see both segments and 
will be able to sign up for them, if you choose. If you match to one but not the other, there will just be a 
note associated with the segment of the ride that does not technically match that will indicate that you 
don’t match. 
 
Is the time listed in Service Match the pick-up time or the appointment time?  
Times displayed in Service Match indicate the start/end times of appointments. That means that if the 
segment ends at the facility, the time indicates the appointment start time. If the segment begins at the 
facility, the time indicates the appointment end time. Once you’ve accepted a ride, you will need to 
contact the patient directly to arrange exact pick-up/drop-off times.  
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What if I’ve updated my preferences to show how far I’d like to drive, but there are still some areas 
within that distance that I don’t want to drive in? 
The only matching criteria that can be used for Service Match is Distance/Days/Times. If there are 
certain parts of town, certain areas of the county, etc. that you do not wish to drive in, you will need to 
either Decline those rides or just ignore them in Service Match. If you have specific areas you’d like to 
drive in, you may find it useful to use the filter in your Opportunities list to search for rides in those 
areas. 
 

 

If I Decline a ride, can I change my mind and Accept it later? 
If you Decline a ride, it removes the ride from your view of Service Match. The Decline button not only 

helps to tell Coordinators that you aren’t interested in providing the ride, it also helps clean up your list 

of Opportunities so that you only see rides you may still be interested in. Please note that if you mark a 

ride “Declined” on accident, your Coordinator can still assign the ride to you, if you’d like to Accept it. 

Alternatively, you can contact your Coordination Team Staff Partner and they can Accept the ride on 

your behalf. 

Can I use Service Match on my phone? 
You can access Service Match on a Smart Phone to do the following things: 
 

• view assigned rides, including maps and contact information for patients and facilities 

• complete the Close Out Survey 
 

The mobile version of Service Match does not currently allow you to accept rides; however, full 
functionality is supported on most current tablets and iPads. 
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I just learned from a patient that their appointment has been cancelled or changed, what should I do? 

• Remind the patient to alert Patient Services directly about any cancellations or changes and 
provide them with the number to call - 888-227-6333.  

• Notify your Coordination Team Staff Partner – see the contact information above. 
 

Do I have to do Close Out Surveys? 
While we do encourage you to complete the Close Out Surveys for all rides you have Accepted, if you 
forget or are unable to complete the Survey for some other reason, rides will automatically be closed 
out by Service Match after about 4 days. The records for these rides will indicate that you completed the 
ride successfully. If a ride does not occur as scheduled, you should make every effort to complete the 
Close Out Survey, as well as contact your Coordination Team Staff Partner so that the appropriate 
follow-up can be done with patients and other volunteers. See the contact information at the top of this 
document for contact information for your Coordination Team staff partner. 
 
Why aren’t there more Close Out Survey reasons to choose from to explain why the ride was not 
completed? 
The Close Out Survey options are designed to correspond to general categories of reasons that a ride 
may not have occurred. The actual reasons why any given ride may not have occurred are virtually 
infinite, so listing all the possibilities would be impossible. You should always just try to choose the 
answer that comes closest to representing what happened.  
 
Examples:  
 

• You had to cancel a ride due to car trouble. The best answer would be “Unexpected Availability 
Change” (because you were no longer available to provide the ride).  

 

• You were notified by the patient’s spouse the day before the requested ride that the ride was no 
longer needed due to the appointment being cancelled because of broken equipment at the 
treatment facility. The best answer would be, “Patient Cancelled before Pickup” (because 
someone on the patient-side cancelled the ride before you attempted to provide it). 

 
Regardless of the reason, rides that were not completed should always be reported to your 
Coordination Team staff partner as soon as possible. The Close Out Survey itself provides a reminder of 
this. If you prefer, your Coordination Team Staff Partner can do the Close Out Survey on your behalf 
when you alert them about the cancellation. Additionally, they will be able to obtain the specific details 
from you about the cancellation so that any necessary follow-up can be done with the patient, other 
volunteers or staff. 
 
How can I delete messages from the Service Match Message Center? 
Messages cannot be deleted from the Message Center; however, they can be moved to the Archived 
Messages folder by clicking the blue check mark next to “Mark as Closed” option from within the 
message: 
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Why doesn’t Service Match display the gender of the patient? 
It's about avoiding discrimination or even the perception of it. To share the patient’s gender with 
volunteers, patients would have to be made aware that the American Cancer Society is sharing this 
information, and that’s a hard thing to justify without admitting that we’re really doing it because the 
patient’s gender might determine whether a driver wants to provide the ride. It’s one thing to say that 
the logistics of providing the ride (distance, location, time, date, etc.) could mean the patient doesn’t get 
a ride, but saying that the patient’s gender could result in them not getting a ride is the definition of 
discrimination. Road isn’t a service that should be dependent on the patient’s gender.  
 
Also, back when NCIC sent emails to Coordinators about new requests, there was never a “gender” field. 
Of course, the name was included, but that was because Coordinators need that information in order to 
assign the rides. Both NCIC and volunteer Coordinators, when coordinating rides with Drivers who don't 
use Service Match, should never send out the name of the patient before the Driver has signed up for 
the ride. Service Match itself doesn't display the patient name to Drivers until they've accepted the ride. 
All of this is to keep our practices in line with the policy of only sharing the minimum necessary amount 
of information about patients to coordinate rides. 
 
The bottom line is that we’re trying to protect patients’ personal information and ensure that the Road 
program is available to all people, regardless of gender. 


