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Dear Parent,

I hope you and your family are well, especially during these challenging times. 

Firstly, I would like to apologise to the families who were affected by the issues that we had with some routes not running at the 
beginning of term.  A few transport providers had difficulties running the additional 173 routes needed to accommodate children 
travelling in their ‘bubbles.’ Unfortunately, as a result of this, we had to cancel a number of routes during the first few weeks of term. 
Where providers had difficulties, we had to redistribute the routes and we are sorry for the disruption this has caused to some families. 

Over the last few weeks, the Travel Assist team have been working hard to rectify these issues and I’m pleased to say that we had 
only one route cancelled last week because of driver sickness.  

I want to reassure you about some of the work that is taking place to improve the service.  Here you can read more about the 
short-term changes that we have made, along with our plans to make the much-needed improvements to the service. 

You can also find the latest information here. We will continue to update you over the coming months. 

Best wishes,

Nichola Jones

 

Assistant Director Inclusion, SEND and Wellbeing

Update for families 

Improving our service
Over the last few weeks, we have introduced a series of measures to help make sure that the service runs more 
smoothly and that any issues are quickly identified and dealt with effectively.  They are also designed to help 
improve communication between families and schools, our drivers, guides and operators. These measures include: 

• Making sure that all guides are aware of our policies and procedures, and providing additional guidance 
and training where required

• Review of handover procedures with each special school and setting up weekly meetings to find out 
and rectify any issues 

• Working closely with operators to look at how we can continually make improvements and ensuring 
that any issues are addressed immediately

• Improved wayfinding for pupils by ensuring that the school name is clearly visible on all vehicles 

https://localoffer.birmingham.gov.uk/advice/home-school-transport/


New telephone system 
We know that one of the main issues has been that families have had difficulty getting through to the Travel 
Assist phone line. As a result of this, we have introduced a new Cirrus telephone system which is now up and 
running and will help ensure that all calls are answered quickly and more efficiently. 

When you call the Travel Assist number, you will hear recorded information about bus passes and personal 
transport budgets. You will then have the option to stay on the call and speak to an operator. 

Travel Assist Operations Manager, Deborah Squire comments: “We’re really pleased with the new 
telephone system, which enables Travel Assist to operate similar to a call centre. It’s already proving a 
success as currently most calls are being answered in under a minute.”

If you have any queries about your child’s transport, call Travel Assist on 0121 303 4955 from 
7.30am to 5.30pm, Monday to Friday or email travelassist@birmingham.gov.uk  Please note 
that all calls are recorded and monitored to help improve the customer experience.

New IT system and mobile app 
We are very pleased to be rolling out a new IT system and mobile app which will transform the home to school transport experience 
for young people and their families, schools, drivers, guides and operators. Working with IT company 365 Response, the new 
technology will enable families, guides and drivers to access the system from their phone. 

Similar to other taxi apps, this app is designed exclusively for regulated services to ensure that data and security is tightly controlled. 
Parents and schools will be able to view details about the driver, track journeys in real time and monitor estimated arrival times. Drivers 
will be able to input vehicle details, upload vehicle safety information, view details for pick-ups and drop offs and log any issues. 

Over the coming months, the app will be developed in partnership with parents, with the aim of launching it after Easter next year. We 
will continue to update you on progress and provide regular opportunities for you to feed back. 

New leadership team 
We have recruited a new leadership team who 
will be managing the Travel Assist service and the 
improvement programme:

• Deborah Squire – Transport Operations Manager
• Amanda Murphy – Data Analysis Manager
• Mark Hanson – Project Manager, IT system
• Mary Roche – Safeguarding and Compliance      

Team Manager

The safety of our young people is, of course, our 
highest priority and as a result of this, we have 
recruited additional members of staff to be part of our 
safeguarding and compliance team. Marcus Shaw is 
our new Senior Compliance Officer and Sarah Norman 
is our Compliance Officer.

As part of their role, they will be visiting all our schools 
to  discuss any issues they have with home to school 
transport. They will also be undertaking regular site 
checks and working with our operators to help them 
to deal with any issues promptly and look at ways in 
which we can make improvements. 

COVID-10 safety measures
Please be assured we are continuing with our 
COVID-19 safety measures to help make sure that 
your child is transported safely. This includes providing 
masks and hand sanitizer to all BCC and contractor 
guides, and drivers are also providing these for their 
staff.  We are also carrying out regular risk assessments 
for pupils and vehicles.  To enable young people to be 
transported within their ‘bubbles’, we have arranged 
an additional 173 routes, doubled the number of 
vehicles and are employing additional travel guides, 
where necessary. We are also undertaking spot checks 
and closely monitoring all our transport providers.  

Fuel allowance alternative
Due to the pandemic, we have to expect that sickness and self-isolation 
may cause further disruption to the service over the coming months. To 
help support the service, we are asking families, where possible (and 
provided they have not been contacted by NHS Test and Trace or asked 
to self-isolate), if they would prefer to transport their child to and from 
school and receive a fuel allowance to cover the costs. 

You can find out more about this option and complete the form here 
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https://www.birmingham.gov.uk/downloads/file/17391/covid_19_travel_expense_reimbursement_form_%E2%80%93_autumn_term_2020

