
 

 

 

 

 

 

24th November 2022 

 

Dear Parent, 

I am writing to you regarding home to school transport services for Highcliffe School. We are aware 

that a number of parents have contacted the school regarding the quality of service. 

We are aware in some cases that the services of our transport providers have not been up to an 

acceptable standard. There have also been a large number of issues that have arisen which are out 

of our own or the transport providers control such as localised roadworks, overrunning roadworks, 

significant weather issues and more recently unannounced roadworks across Christchurch impacting 

on the whole conurbation. 

I understand that many parents pay the school for this service (Buses A, B and C) and have rightfully 

asked us why we have not looked at other service providers.  The current cost to the school per seat 

is approximately £850, with us passing on £555 of this cost to parents.  The other £295 per seat is 

subsidised by the school.  

When the local area’s bus company collapsed in the summer, the school undertook research to 

identify whether any other companies would be able to provide our services (Buses A, B and C) and 

at the time no other local providers were able to commit.  Whilst we continue talking to providers as 

part of our annual tender review, we have been informed that due to labour market conditions, they 

are unable to provide a service or would need to charge over 30% more for the service.  As a school 

we are not able to subsidise this additional cost and would need to pass this on to parents, which we 

do not feel is appropriate at the current time. 

Buses 242 and 243, which serve Bransgore, are provided by Hampshire County Council and as these 

contracts are owned by them, they are responsible for selecting their own provider.  We do take an 

active role in helping Hampshire manage these routes, but our ability to select providers or change 

the contract with regards to these routes is extremely limited.  

Below we have detailed what actions we have already taken regarding the routes: 

Route 242 (Bus 4) & Route 243 (Bus 5) 

Problem: Throughout September into October multiple issues have been raised on both routes with 

the services provided by Solent Coaches. This includes bus breakdowns and new drivers unfamiliar 

with the route causing more than a month of intermittent disruption and unreliability.  

Highcliffe School’s Deputy Headteacher, Mathew Downs, spoke with Head of Sales at National 

Express Transport Solutions (who own Solent Coaches as a separate subsidiary). An escalation plan 

for the school was agreed, whereby the school now has clear line for reporting instances that are 

below our expectations. We and the contract owners (Hampshire County Council) were also 

provided substantial information with regards to the reliability of the fleet. Including 



 
 
 
 

 
 

statements/updates about bus safety (how Solent Coaches meet and exceed VOSA standards) whilst 

also supplying bus safety certificates for each bus in the fleet. National Express Transport Solutions 

have also completed a full review of the depot, including training of staff, with particular emphasis 

on route knowledge for all new drivers. I hope parents have noticed a marked improved from this 

time.  

Problem: During November it was noted that route 242 was running behind schedule most days, this 

was raised by parents with regards to delays arriving at pick up locations. Solent Coaches agreed 

with Hampshire County Council and Highcliffe School that the route would run 10 minutes earlier. 

This was implemented on 21st November 2022.   

Problem: During the week of 21st November, delays were noted again due to the unplanned road 

closures in Christchurch causing considerable delay to the arrival of both routes at their pickups. The 

issue of these roadworks is outside of the control of Highcliffe School and Solent Coaches who 

reported a lengthy journey time from their depot to the first pick up of 1hr 20mins. They have left 

their depot much earlier for the duration of this week.  

We understand that transport directly impacts on students and their families, however we have had 

several parents taking their frustrations out on staff in school who are trying their best in difficult 

circumstances (and with many aspects out of their control).  If your communication does not need 

an immediate response then please email operations@highcliffeschool.com who will be able to 

respond to you.   

We do ask that the bus providers inform us of any services running late as soon as they know, 

however this information often reaches us at the same time that parents are already aware of a 

delay. If we are told, we will endeavour to get a message out via text. If students are late into school 

due to transport issues, they will not be marked late on the register. 

 

If you would like to raise any of your concerns with Hampshire County Council, please contact them 

by email via south.schooltransport@hants.gov.uk. 

 

Yours sincerely, 

 

Mr Downs 

Deputy Headteacher 
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