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Introduction 
Welcome to Swindon Borough Council’s Special Educational Needs and/or Disability (SEND) Local Offer Annual Report 
2022. This report gives a snapshot of what has been achieved around the SEND Local Offer from May 2021 to June 
2022 and what our plans for the future are. This report also provides information on the improvements made to the 
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SEND Local Offer, the feedback we have received and what we have done in response to this feedback. 

What is the SEND Local Offer and who is it for? 
The Swindon Local Offer gives children and young people with special educational needs and disabilities (SEND) and 
their families’ information, advice and support services to empower them in their daily lives across Swindon. The Local 
Offer provides users with knowledge about what they should expect, the services and provision available, how to 
access it, and what to do if they are not satisfied.  
 
The Children and Families Act (2014) sets out that the SEND Local Offer should: 

• Provide clear, comprehensive, accessible and up-to-date information about the available provision and how to 
access it, and 

• Make provisions more responsive to local needs and aspirations by directly involving disabled children and 
those with SEN and their parents, and disabled young people and those with SEN, and service providers in its 
development and review. 

The Local Offer must include provision in the local authority’s area. It must also include provision outside the local 
area that the local authority expects is likely to be used by children and young people with SEN for whom they are 
responsible and disabled children and young people. 
 
Local authorities must also publish comments about their Local Offer received from or on behalf of children with SEN 
and/or disabilities and their parents and young people with SEN and/or disabilities through an Annual Report, which is 
the purpose of this document. These comments relate to: 
 

• the content of the Local Offer, which includes the quality of existing provision and any gaps in the provision; 
• the accessibility of information in the Local Offer; and 
• how the Local Offer has been developed or reviewed. 

 
The SEND Local Offer is for all children and young people in Swindon with SEND aged 0 to 25 years old, with or without 
an Education, Health and Care (EHC) Plan. 
 
Parents, Carers and professionals working with families will also find this resource useful. 
 
Unlike most local authorities, we incorporate Adult Social Care services, children and young people, care leavers and 
Public Health Local Offers together with the SEND local offer in one site. This means there is a more complete 
overview on the care and support that is available for everyone that needs it across Swindon, as well as supporting 
young people’s journeys to adulthood by having all services on one website. 
 

SEND Written Statement of Action – Swindon’s Local Offer 
The SEND Local Offer, then called My Care My Support, was established in September 2014 with the implementation 
of the Children and Families Act (see “What is the SEND Local Offer and who is it for?”) 
 
The SEND Local Area inspection was carried out in November 2018 by the Office for Standards in Education (Ofsted) 
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and Care Quality Commission (CQC). They concluded that “the Local Offer is not up to date and does not effectively 
signpost parents to high quality provision”. 
 
OFSTED and CQC re-visited Swindon on 11th and 12th October 2021 to assess the progress that the Local Area had 
made against the 8 areas for improvement identified in autumn 2018. 
 
The re-inspection found that Swindon had met all 8 identified areas for improvement, and particularly: “The online 
local offer has improved. The majority of parents say that they know about the local offer and that it is informative and 
helpful for advice and signposting. Content is up to date. The local offer was particularly important for disseminating 
important information during COVID-19 lockdowns. 
 
Leaders took quick action to improve the local offer. All aspects of the work have been co-produced with SSFV. 
Permanent staff were recruited. The functionality of the website was overhauled to make it more user friendly. 
The local offer is key to the area’s ambition to be transparent with parents. Performance data is shared. ‘You said; we 
did’ captures the work of officers. There are clear explanations of aspects of the area’s work, for example the allocation 
of High Needs Capital Investment Funding. The area recognises that the local offer is a dynamic resource. Partner 
agencies work together to monitor the content and the quality of the information available.” 
 
More information on the re-inspection can be found on the SEND Local Area Inspection page on the Local Offer. 
 

SEND Local Offer Marketing and Engagement Plan 
The marketing and engagement plan for the Swindon Local Offer was first published in 2021. Its purpose is to meet 
the requirements of the Children and Families Act 2014 in conjunction with key partners including Swindon SEND 
Families Voice (the local Parent Carer Forum), the local Clinical Commissioning Group, and STEP, who promote 
participation of children and young people in areas affecting their lives, by setting out a plan of how the SEND Service 
will communicate to the public information and services that are available to them. 
 
To read the 2021 Local Offer Marketing and Engagement Plan please visit the What does Co-Producing the Local Offer 
Mean? page on the Local Offer. 
 

Local Offer Content 
The SEND Local Offer is not simply a directory of services; it has been co-designed with its partners, young people, and 
other professionals who work with children and young people with SEND. It is the statutory duty of every local 
authority to publish an online resource where people can gain access to SEND information and services across 
education, health and social care. It is the local authority’s responsibility to have a clear resource outlining the 
provision available for children and young people with SEND.  
 
The Local Offer website has many ways to access its information. It can be accessed through the main tabs, or through 
the service directory which lists details of local organisations, charities, and providers of a variety of services (such as 
social clubs and groups, advice and advocacy services, health and wellbeing, care and support at home). There is also 
an A-Z, which allows access to information alphabetically, listing content according to the title of the page. A carousel 
has also been added at the top of the main home page highlighting links to must see information on the website such 
as upcoming events, COVID pages, FAQ’s, etc. 

https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/document-library-landing-and-content-pages/send-local-area-inspection/
https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/what-is-the-local-offer-landing-and-content-pages/what-does-co-producing-the-local-offer-mean/
https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/what-is-the-local-offer-landing-and-content-pages/what-does-co-producing-the-local-offer-mean/
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The SEND Local Offer focuses on sixteen theme tiles (see picture above); developed using the content requirements of 
the SEND Code of Practice 2014 and allowing users to browse information by topic/subject area. This layout makes it 
easier for families, who may not know what their needs are or what they are entitled to, to easily find the information 
they require. The themes on the Swindon SEND Local Offer are: 

• The SEND Portal 
• Information, advice and advocacy 
• Health Needs 
• Early Help and Graduated Response 
• Children’s Social Services 
• Education 
• Preparing for adult life 
• Travel assistance 

https://www.gov.uk/government/publications/send-code-of-practice-0-to-25
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• Leisure and activities 
• SEND News and Events 
• Your Voice  
• Education, Health and Care Plans 
• Money matters 
• What is the Local Offer? 
• Document Library 

Keeping the Local Offer up to date 
When parents and young people access the Local Offer it is important that the information is up to date. Services and 
information leads are responsible for making sure that information about their services are up to date and correct at 
all times. There are various ways that help ensure this happens: 
 
Change requests 
Local Offer change request forms can be found on the Local Offer page entitled: How can I request changes on the 
SEND Local Offer? This form is filled out by professionals and ensures that changes to the Local Offer are done in a 
timely manner depending on the level of urgency, assessed by the practitioner and the SEND Service. This process is 
new, and has been implemented for ten months so far. Analytics show that between August 2021 and May 2022, 99% 
of Local Offer change requests were completed within the timeframe given. 
 
Local Offer Champions 
The Local Offer is audited every year to ensure that it is compliant with current legislation. This year the Local Offer 
Champions, who continue to meet quarterly, took part in an internal audit exercise to support them to become even 
more familiar with the Local Offer and also to gain feedback on anything that may need improving and 
recommendations on how the site can continue to be improved. All Local Offer Champions were designated a 
particular subject area to provide some comments and recommendations in the meeting. The subjects were the 
search function, accessibility of information to people in different formats, feedback and navigation. The main topics 
that came from the feedback by Local Offer Champions were: 

1. Better promotion of the Local Offer and Frequently Asked Questions menu to be added as links to out of office 
messages within the SEND Service. 

2. Local Offer marketing materials, such as postcards (leaflets) that state what the Local Offer is and how you can 
access it with or without internet connection, were distributed to schools, Great Western Hospital, Swindon 
and library services to help promote the site. 

3. The Local Offer email address was added to the front of the Local Offer website to improve the amount of 
feedback gained from members of the public and service users on the site.  

 
Information, Advice and Support Services Group 
This group, with representatives from SSFV, STEP, Swindon SEND information Advice and support services (SIAS) and 
Health Watch Swindon, continue to meet monthly to support the provision of high quality information, advice and 
support to children, young people and parents in the local area. 
 
Visit the Local Offer page for more on Information, advice and advocacy for children and young people with SEND. 

https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/what-is-the-local-offer-landing-and-content-pages/how-can-i-request-changes-on-the-send-local-offer/
https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/what-is-the-local-offer-landing-and-content-pages/how-can-i-request-changes-on-the-send-local-offer/
https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/information-advice-and-advocacy-landing-pages-and-content/information-advice-and-advocacy-for-children-and-young-people-with-send-menu-page/
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Analytics 
The Local Offer Development Officer is responsible for ensuring the information on the Local Offer is regularly updated 
by information leads and ensures that the content of the Local Offer is of appropriate quality, understandable and, as 
a result, accessible to all. Google analytics is used to manage the analysis and interpretation of data and information 
to help keep track of trends in terms of how many users visit the website, how many new users visit the site and how 
many of those users return to the site. Also the analytics show the most popular ways that people are accessing the 
site (mobile phone, desktop, tablets) and the top five menus and pages on the SEND Local Offer. 
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These statistics, this year as well as previous years, show the improvement that the Local Offer has made in terms of 
site visits. Overall, the Local Offer has had a 33.16% increase in visits. However, when looking at the top menus and 
pages, only half of them have experienced an increase. This is because the website is home to more pages on the Local 
Offer than ever before as the Local Offer continues to grow. That means there are more pages to interest users. The 
top page of the SEND Local Offer is the Meet the SEND Service page. This shows that users are very interested in 
knowing who are in the team and getting to know them. This has led to more teams publishing their own ‘Meet the 
Team’ pages.  

 
 
 
 

https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/what-is-the-local-offer-landing-and-content-pages/meet-the-send-service/
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The Local Offer has its own dedicated YouTube channel. The channel uses film clips to highlight and promote the 
information and services available to parents, carers, children and young people with special educational needs and 
disabilities in Swindon. Now the YouTube site has been up and running for over a year, analytics are able to show the 
growth of the channel. The important figures are that the videos on the site were viewed over one thousand times 
and translates into 15.3 hours of viewing time.   

Events 
Public events are important in promoting the Local Offer, to tell people what it is, who it’s for and how they can access 
it. It is also key to provide families/carers of children and young people with Special Educational Needs and Disabilities 
between 0-25 years old, and the professionals that work with them, the opportunity to feedback on any issues that 
they have experienced accessing the information and services that they need to help families in their SEND Journey. 
 
In the future, the Local Offer Development Officer will be at more events across Swindon, speaking to more and more 
people and bringing the Local Offer to them. Here are some of the events the Local Offer has been to so far this year: 
 
The Local Offer Big Fortnight 2021 
The pandemic stopped all face to face opportunities in March 2020. This meant that for the second year running the 
Local Offer Big Fortnight 2021 was an online event. For more information you can see a review of the event in the 
Local Offer Event Report on Swindon Local Offer - What does Co-Producing the Local Offer Mean? 
 
Staff Expo 2021: At Our Best Fest 
A conference at Swindon’s Mecca, Regent Circus, for Swindon Borough Council staff and a chance to look at what the 
future of Swindon Borough Council and Swindon is. The conference also had a marketplace, where the Local Offer had 

https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/what-is-the-local-offer-landing-and-content-pages/what-does-co-producing-the-local-offer-mean/
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a stall, for attendees to visit and learn more about what the organisation has to offer staff and what they can get out 
of their career. 
 
Swindon Borough Council's Conference for Head Teachers/Principals and Chairs of Governors/Chairs of Trustee Boards 
An event for head teachers, principals and governors/trustees to hear about why attendance matters and 
developments from Ofsted as well as collectively discussing about the future direction of education for all children and 
young people across Swindon. The Local Offer had banners and leaflets available for people to pick up. During 
seminars, presenters were encouraging staff to use the QR code on the Local Offer banners to visit the site. 
 
Family Centre Hubs Launch in Penhill 
This event promoted Swindon services and enabled families to engage with the information available to them whilst 
seeking their views on what they would like to see in the area. The Local Offer had a stall to promote information and 
services available to the community. 
 
South/North Early Intervention & Prevention Partnership Network 
This two-day event was an opportunity for attendees to find out who is offering services for children, young people 
and families in South and North Swindon, including what is on the Local Offer and how it can help attendees in their 
day to day roles, meet other colleagues working in different teams and agencies and share ideas and resources.   
 
Preparing for Adulthood Transitions Roadshow 2022 
Over 40 stallholders attended the Roadshow in 2022 and provided information and advice, and the chance to find out 
what services and opportunities are available to support young people as they prepare for adulthood. These 
stallholders were from organisations in employment, training and volunteering, education and social care, health, 
voluntary sector services, community and sports activities, and others. The Local Offer was one of the attending 
stallholders. 
 
SEND Leader’s Conference 2022 
This event was a conference for SEND leaders including SENCOs, School Governors, and services and practitioners that 
work with children and young people with SEND. It was an opportunity to come together and network, learn about 
and provide their input on the SEND and Alternative Provision Green Paper. There was also a marketplace where 
delegates could visit the huge amount of services available in Swindon. The Local Offer had a stall at this marketplace. 
 

Communication 
The Local Offer has various ways of communicating news and events to the public and practitioners (as mentioned in 
the Local Offer Marketing and Engagement Plan).  
 
The SEND News Splash 
The SEND News Splash is a weekly newsletter. It is now published every Monday after feedback from schools that this 
would be more helpful than publication on Fridays as previously. The purpose of the SEND News Splash is to provide 
topical, relevant and up-to-date information to parents/carers of children and young people with SEND and the 
practitioners that work with them. The News Splash contains information and updates from services and news on 
upcoming events. The Local Offer Marketing and Engagement Plan also provides a list of diversity days that are 
promoted in the newsletter. 

https://localoffer.swindon.gov.uk/media/36510/swindon-local-offer-marketing-and-engagement-plan-update-mar-2022-9.pdf
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This year the News Splash reached its 100th edition and has 654 subscribers.  
 
To sign up to receive the weekly SEND News Splash email localoffer@swindon.gov.uk 
 
 

 
 
The Families Monthly News Splash 
The SEND Monthly News Splash launched in September 2021 following requests from parents/carers for a dedicated 
monthly edition. It provides parents/carers with information, signposting them to the Local Offer website and services 
available to them in Swindon where appropriate. It does not repeat the information in weekly News Splash editions; 
rather it provides more targeted information specifically for parents/carers of children and young people with SEND. 
 
In May 2022 approximately 328 of the 624 subscribers (52.56%) opened the newsletter. Of those that opened the 
newsletter, 13 clicked on the links that appeared on the newsletter. 
 

mailto:localoffer@swindon.gov.uk
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The Swindon Summer Activities News Splash 
The Summer Activities News Splash launched in July 2020 and was a response to a lack of information on outdoor, 
indoor and online resources available during the coronavirus pandemic. In July 2021 the second edition was published 
covering those activities available for children and young people in Swindon in the summer of 2021. It is planned to 
publish a summer 2022 edition also. 
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You can find back editions of all these newsletters on Swindon Local Offer - SEND Newsletters 

You Said We Did 
Communication 

You asked We said/did 
Why are parents being discouraged from contacting 
their EHCP Coordinator directly? Instead, they are being 
asked to call the helpline or contact the general SEND 
email. This does not fit with the local authority’s attempt 
for parents to not need to repeat information and tell 
them once. It is also a very impersonal service to 
stressed and worried parents. 

This links to the next question about how the 
communication between parents and the SEND Service 
can be improved. In the main, parents were complaining 
about this previous system so a SEND front door was 
introduced to ensure that all contacts are captured. Each 
contact that comes through the front door is recorded, 
triaged and passed on to the relevant Co-ordinator to 
action and/or respond. Also, if contact goes direct to 
EHCP Co-ordinators we will not be able to report any 
data around this and, in order to ensure we are able to 
maintain a stable team, we use the data to make cases 
for more officers. The data over the past six months has 
been crucial in demonstrating that the capacity within 
the Operations Team is not sufficient and we have just 

https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/document-library-landing-and-content-pages/newsletters/send-newsletters/
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been able to recruit another full time Delivery Support 
Officer to support this function. Without capturing this 
data this would not have been possible. 

How could communication between parents and the 
SEND Service be improved? There are many times when 
better information sent out at appropriate times could 
both reduce anxiety and confusion for parents, and 
prove more efficient for your team as you would not 
have to keep answering the same questions. 

There is room for improvement without a doubt and the 
SEND front door is a part of the process. We have: 
introduced a day one call for all new assessments; we 
have secured significant investment from SBC to recruit 
additional staffing for both the Operations Team, and 
Statutory Team – this is a unique model in Swindon with 
a dedicated Operations Team to support the statutory 
functions but it is still very new; new ways of working 
from September as just described. Weekly SEND News 
Splash; Monthly newsletter for parents (which is not a 
repeat of the News Splash); updated Local Offer; social 
media plans; working with SSFV to develop other ideas, 
but would love to hear your suggestions please email the 
SEND Inbox with any suggestions 
(SENDService@swindon.gov.uk). 

 
 
SEND Processes 

You asked We said/did 
Is there anyone in the SEND Team who specialises in and 
has understanding of children who live with trauma and 
associated difficulties relating to trauma? Do Co-
ordinators have specialisms within special educational 
needs they have knowledge and understanding of? 

There are no national minimum standards for SEND Co-
ordinators and this is an issue that we are constantly 
raising with the DfE. If you consider this in the same 
arena as social workers they have minimum standards; 
their caseloads are capped at 15 and there is an annual 
requirement for a minimum amount of continual 
professional development (CPD) – SEND Caseworkers 
have no minimum standards, caseloads of approximately 
200 and no agreed CPD. We have just undertaken a huge 
amount of recruitment and we have been able to 
appoint staff from a wide range of backgrounds from 
early years to post-16 and it is our intention to develop 
these skill sets within the team. First and foremost 
though we need to invest in these staff to ensure that 
they have robust induction and training, keep caseloads 
manageable and ensure that they are supported as we 
need to keep a stable workforce. Stability is the key to 
the success of any SEND team. 

If a parent has multiple children with SEN needs, why are 
the children given different EHCP coordinators? 

Yes agreed and this has already been changed - we had a 
multi-birth family who had a few Co-ordinators as this is 
how the rota fell. This was picked up and it was changed 
immediately and this will not happen going forward. In 
fact, the new ways of working will also ensure that this 

mailto:SENDService@swindon.gov.uk
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does not revert back to the previous system. If this 
happens to you in the future, please highlight it 
immediately and this will be resolved (pending previous 
Co-ordinators remaining in the team). 

Having Co-ordinators within the SEND Team who have 
knowledge of specific conditions who liaise with 
parents/school SENCos would make EHC Plans/Reviews 
easier to understand and then easier to understand the 
reasoning behind why parents ask for specific support to 
be put in place for their child. Would it be possible for a 
system like this within the SEND Team? As I understand 
it currently Co-ordinators are assigned to schools rather 
than needs of the child? 

They are constantly juggling conflicting priorities and 
legal timeframes. So, from September 2021 we have 
created an Assessment Hub which is led by Ben Stone as 
team leader and will work on new requests for 
assessment from day one to completion within 20 
weeks. Alongside this, we will have a Reviewing Hub that 
will consist of three teams – a North Team, a South 
Team and a Preparing for Adulthood Team. To find out 
who is in the Statutory SEND Service Team and how to 
contact them, please go to the Meet the SEND Service 
Team. 

 
 
Health 
You asked We said/did 
How are Swindon Borough Council looking to help 
children and young people with Pathological (aka 
Extreme) Demand Avoidant (PDA) Profile of Autism? Will 
Swindon be investing in commissioning PDA specific 
training to improve outcomes for PDA individuals? Will 
Swindon be making a local position statement on PDA? 

PDA is not a diagnosis, it is an element of the ASD 
diagnosis and some children and young people have 
traits of PDA but what is important is to be able to meet 
the young person’s presenting needs and not the 
diagnosis. There are a range of ASD awareness courses 
available and our Autism Support Service (ASC) Team are 
constantly looking to improve the offer. To contact the 
ASC Team, view their Local Offer page: Swindon Local 
Offer - Swindon Autism Support Service. 
 
There are no plans to invest in commissioning PDA 
specific training as any specific training related to the 
PDA elements of the ASD spectrum would be for the 
CCG. There is more information on Autism: Demand 
Avoidance on the Local Offer: Swindon Local Offer - 
Autism: Demand Avoidance. 
 
Swindon Send Families Voice will be raising local position 
statements in relation to PDA with Clinical 
Commissioning Group (CCG) colleagues at their next 
meeting, and should be able to offer further information 
in due course. 
 

 
 

https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/what-is-the-local-offer-landing-and-content-pages/meet-the-send-service/
https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/what-is-the-local-offer-landing-and-content-pages/meet-the-send-service/
https://localoffer.swindon.gov.uk/directory/providerdetails/217822
https://localoffer.swindon.gov.uk/directory/providerdetails/217822
https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/health-landing-pages-and-content-pages/health-needs/autism-menu/autism-demand-avoidance/
https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/health-landing-pages-and-content-pages/health-needs/autism-menu/autism-demand-avoidance/
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Education 
You asked We said/did 
Will you be able to address the lack of special needs 
school placements in the Swindon area and if so how? 

We have commissioned an additional 160 special school 
placements in Swindon for September 2022 due to the 
increased demand and we are currently writing a 
specialist provision sufficiency plan, which will include 
reviews of other provisions within the area e.g. SRPs and 
Units, we are keen to have the right provision in the 
right place at the right time. 

Will there be any possibility of investment in a specialist 
provision/school for children who live with trauma, 
attachment, PTSD, developmental trauma. Their needs 
are significantly different to children with autism and 
other neuro diverse conditions and they do not fit into 
the current specialist schools available. They often 
cannot manage in mainstream primary/secondary even 
with significant support due to their specific needs. 

As previously mentioned, we have commissioned an 
additional 160 special school placements in Swindon for 
September 2022 due to the increased demand and we 
are currently writing a specialist provision sufficiency 
plan, which will include reviews of other provisions 
within the area e.g. SRPs and Units, we are keen to have 
the right provision in the right place at the right time. 
 

 
 
Transport 

You asked We said/did 
Transport letters going out early – made the world of 
difference, less anxiety, more time to prepare. 

In August 2021, we sent out all letters to all parents. In 
2022, we aim to have letters sent out by late July and 
this will become business as usual. There may be some 
late changes due to unforeseen circumstances but these 
will be the exception rather than the rule. 

Great to get the letters early but communication 
between transport and contractors could improve 

All of our drivers and Passenger Assistants (PAs) have 
been instructed to make no changes to any routes 
without permission from the Local Authority who are 
responsible for communicating to parents. 

SEND Service linking well and taking the lead with 
transport (telling our story once). 

Transport joined the Children’s Services Directorate 
(SEND Service) in September 2021, strengthening the 
relationships, meaning the right people have the right 
information and an understanding of individual need. 

Online application is great (could it have functionality to 
save as you go along?) 

This is an area that needs to be developed and we will 
take this back to our teams and look to develop this 
functionality. 

Portal works well but can we have ability to save 
supporting evidence? 

Plans are in development to add a pdf button to the 
portal meaning all supporting evidence can be 
downloaded in pdf format. 

Can we keep our PAs, they know the children well and 
we work well with them. 

We try and keep things consistent, however there are 
times when changes to routes need to be made and this 
can include changes to PAs. There is also a need to 
ensure that all routes are regularly reviewed to ensure 
that we are delivering an efficient and effective service 
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which could result in a change of PA. There are occasions 
where short term absence e.g. sickness, emergencies 
mean that we have to change at short notice and it is 
not always possible to communicate changes effectively. 
We do try and keep disruption to a minimum as we 
recognise the impact on our children and Families. 

It is frustrating when you don't know the name of your 
caseworker within the SEND Service team. 

We have published the names and case allocation of all 
EHCP Coordinators on the Swindon Local Offer - Meet 
the SEND Service page. 

Regular reviews of transport, not aware of options, 
needs to be a part of annual review process – include 
transport specific questions in the Parental/Young 
Persons contributions to the review. 

We are in the process of developing a range of travel 
options for children and young people. Part of this 
process is producing guidance for parents, SENCos and 
young people. 
 
Transport should be discussed in Annual Reviews - this is 
often an area that is missed but it is critical that it is 
discussed as the option for the young person may need 
to change in line with their progress and to promote 
their independence. 

Use school staff as PAs – works very well. We are working with some of our schools to see where 
their TAs can support on some routes. 

Taxis – no end of issues, changing of drivers, rude, do 
not understand our children, can we not have more 
minibuses. 
 

We review our routes every year, taxi contracts can be 
problematic. We will always endeavour to use minibus 
contracts where possible. This is valuable feedback and 
will support our procurement of transport moving 
forward. 

Why can Personal Travel Budgets (PTBs) not be more 
flexible? I take my child to school but cannot do the 
return journey. 

PTBs are as flexible as we can make them, however we 
cannot split travel arrangements where a PTB and a 
place on transport is requested as this is double funding. 
PTBs can be used to make arrangements for other 
children in a family so that the child with SEND can be 
taken to school by the parent. 

Drivers/PAs need a code of conduct and training – they 
do not know how to manage our children. 

There is a PA Code of Conduct in place; there is also a 
booklet that was designed by SSFV to support this 
further for Drivers and PAs. The issue with a Code of 
Conduct for Drivers is that we do not employ them so 
the Code of Conduct lies with the contractor. There is a 
training programme being devised for PAs. 

Parents/children and young people also need a code of 
conduct. 

There is a code of conduct on the Swindon Local Offer - 
Swindon transport policy page but we will work with 
SSFV to co-produce a new code of conduct/transport 
agreement form which sets out clearly the parent’s 
responsibilities when working with our transport 
providers. 

There needs to be a more user-friendly transport section Agreed and this will be built into the review programme 

https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/what-is-the-local-offer-landing-and-content-pages/meet-the-send-service/
https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/what-is-the-local-offer-landing-and-content-pages/meet-the-send-service/
https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/travel-landing-and-content-pages/swindon-transport-policy/
https://localoffer.swindon.gov.uk/content/send-local-offer/landing-pages/travel-landing-and-content-pages/swindon-transport-policy/
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on the Local Offer - too clunky, information not up to 
date or user friendly – FAQs. 

of Local Offer pages. 

Transport team to answer their phones, consistency of 
messages – families need to go via PAs/Drivers as cannot 
get hold of the office. 

We are currently working with our ICT services to look at 
options that allow a more flexible approach to 
management of calls, this is work in progress. We are 
also investigating alternative options for PAs/Drivers in 
respect of the communication devices. 

Length of journey times (an hour is too long). There are statutory timeframes for both primary and 
secondary aged students who are transported. These are 
adhered to. 

Consistency across drivers – some will ask parents to 
take off vehicle/others do not – training issue. 

Agreed and this will be addressed with the contractors 
with immediate effect. 

Mobile phones – need to be provided to PAs not reliant 
upon their own. 

We are also investigating alternative options for 
PAs/Drivers in respect of the communication devices. 

Could you consider pick up points instead of door to 
door collection, won’t work for all but would work as 
part of an independent travel offer. 

Absolutely, this is a good idea and something that we 
will consider when we are working out the routes for 
September 2022. 

Can you keep to timings – my letter said my child would 
be picked up at 8.40am and it has always been 9am. 

Where possible we do try to keep to times but 
unfortunately, we know that some routes can be 
affected by a number of factors including accidents; 
heavy traffic; another pupil being late coming out to the 
bus etc. 
 

Look at routes two children living 100 metres apart going 
to the same school on two different buses with pick up 
times an hour apart. 

Agreed this will be looked at, to provide reassurance this 
does not happen, but again there are numerous factors 
that the team must take into account when planning 
routes including the range of needs of the children on 
the buses as some children/young people are not able to 
travel together. 

Promote independence. Definitely, we are working on developing our 
independent travel offer as we want our children and 
young people to be independent and travel is a big 
factor in this. We have a range of ideas that we are 
working on and once we are in a position to share our 
independent travel offer we will do so. 

Little things mean a lot – we know our children use our 
knowledge. 

Agreed, you are the experts and we need to work as a 
team. Our children and young people have designed a 
travel passport which we will be rolling out during the 
summer in preparation for the new academic year. It is 
also vital that you keep your contact details up to date to 
enable effective communication. This is really important 
for numerous reasons including safeguarding, health and 
safety, etc. 

Treat us with respect and we will respect you. We are working hard with the teams to ensure that 
there is an understanding of individual need and specific 
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circumstances so we hope to see this improve. We 
would ask you to remember that the team are a small 
team, organising transport across the borough for over 
1,000 children and young people, so at times the 
responses and the solutions that you are seeking may 
not be as quick as you would like them. There may be 
other priorities that the team have to work on but you 
will receive a response within our customer service 
standards, which are the same as the Statutory SEND 
Service (24, 48, 72 and 96 hours depending on the 
query). 
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