The Award Winning WST Experience
What to look for when choosing
school travel companies

Meet the Team

WELCOME

When we’re operating school tours we don’t settle for anything less
than the best, so why should you? We understand our customers.
We know that only once you are satisfied that you have found
an experienced and reliable tour operator can you begin to enjoy
planning your trip. This is something you’re guaranteed with WST.
“I am so impressed
with your fantastic help and
support as well as the efficiency
of arranging everything. I feel in
very safe hands and appreciate
the patience and understanding
you show when plans change.”
Clayesmore Preparatory
School, 2017

When choosing your tour operator
it is important to find out if they
have the right industry awards and
accreditations. When looking for
THE BEST school tour operators, be
sure to keep an eye out for industry
awards. These are what set them
apart from the rest. Here at WST
we hold highly acclaimed awards
such as Best School Tour Operator

2016/17 and Best Customer Service
2015. We are also the only school
tour operator to hold the Customer
Service Excellence accreditation. This
e-book will demonstrate not only our
range of accreditations but also the
high standard of customer service
excellence, knowledge and support that
you will receive from our team at WST.

WST has been operating
tours for over 35 years with
over 379 years’ combined
experience in the educational
visits market. This experience
combined with a
strong set of core
values is the reason
WST holds the
Investors In People
Silver Plaque –
Julie
setting them apart
from the competition.
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our experts who plan tours
in no more than 3 subject
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PROFESSIONALISM

At WST the customer is at
the heart of everything we do.

EXPERIENCE
C

At WST the customer is at the heart of everything we do and a strong set of
values run right through the core of our business. We believe this is what makes
us stand out from the crowd.

Trustworthy - “ We are open and honest with our customers and

colleagues and treat them with warmth, trust and respect.

Carole

Rachel

“Yet again Carole Burrows has been absolutely amazing with helping us
organise our trip to London. Nothing was ever too much bother for her and
everything was explained and arranged perfectly! WST should be very proud
to have such a diligent, competent and trustworthy employee!”
St Comghalls College, London
Nici

“Jenny – Oh wow! She is everything you would want. Polite, helpful, fun,
positive and SO efficient. I also must mention the others who answer the
phone when it’s her day off and always help me out quickly too. WST is great!”
Loughborough High School, Opal Coast
professionalism will shine through - the WST difference.

Dynamic - “ Positively drives solutions, is a forward thinker and open to change.

Leanne

“Leanne was very helpful throughout the process. She re-jigged the
itinerary so that it worked better geographically, and also made the excellent
suggestion of an evening walking tour which was very atmospheric!”
Graveney School, Washington

Knowledgeable - Our team have nearly 400 years’ combined experience in

the educational tours industry – meaning we have one of the best teams in the
industry to offer you great advice. We’re fully committed to making sure our team
continues to flourish with the support of our Investors in People framework.
Shirley

33

4

Julie

“I will not use anyone else, Kerrie has been amazing and every large or minor
stress or issue has been met with a possible solution, no fuss, just total
supportive professionalism.”
Wadebrige, London

Kerrie

“Knowing that the staff were knowledgeable, helpful and contactable meant
that I could focus my attention where it was required. Although nothing went
wrong, I am very confident that there would have been someone available to
help in a timely fashion. A large part of the success was clearly how much
organisation went into the trip.”
Inveralmond CHS, Rome and Sorrento
visit www.wsttravel.com CALL our specialist team on 01253 441900
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TRUST
FLEXIBILITY

KNOWLEDGEABLE
P

“Rachel was really helpful and knowledgeable about the tour we had booked.
We also experienced some difficulties in getting the payments for the trip and
we really appreciated Rachel’s help with extending the deadlines to ensure all
students could come on the trip.”
Willenhall E-Act Academy, Barcelona

Experienced - Our experience in educational travel shines through every-

and we celebrate our achievements as a team.

Professional - “By consistently delivering excellence and innovation our

PASSION

Flexible - We will work with our customers to tailor make tours at their request,
pace and expected standards.

Passionate - We are proud of our company, what our mission statement is

Jenny

U S T O M E R

DELIGHT

COMMUNICATION

thing we do. We know how passionate you are about making your tour a success –
which is why we’re here to deal with all the organisation of the trip and allow you to
concentrate on your students. We’ve dealt with so many situations in educational
travel – so you can be sure that you’ll get expert support and advice from the very
beginning.
“Impeccably planned down to the finest detail and tailor made with the
specific party in mind. I felt as though we had a trip that we had been part of
planning and consequently, felt relaxed. Carole, having already been to New
York, reassured me of how easy it was to travel around the city (it was) and
knowledgably recommended activities and venues she knew would be
suitable for our group. She said we didn’t need a guide; she was right! I can
honestly say that our schedule was absolutely perfect, there wasn't one thing
we didn't enjoy. Superb value, service and commitment to providing a trip of
a lifetime. Thank you.”
Cardinal Allen High School, New York

Delightful - We aim to go the extra mile at every point we can – so you’ll be

Helen

Louise

Elleanor

more than just pleased with our service. Our Customer Service Excellence award
confirms that we aim to delight our customers at every stage of contact.
“From the beginning of the booking process until our return we were delighted
with the service both at home and abroad. The company makes the whole
process simple for teachers and very enjoyable for pupils – a win win situation.”
Lenzie Academy, Iceland

Communication - We want to create long lasting relationships with our
customers, which is why we communicate openly with you. We’re honest from the
very beginning with no secrets and no hidden extras.
“I have worked closely with Jenny Clark for the past number of years and it is
always lovely to speak to her. I know without any doubt that she will deliver
what she says she will and go above and beyond on many, many occasions.
She communicates every step of the way and is fun and personable with it.
This service and the relationship I have built with Jenny over the years is why I
keep coming back to WST.”
YULA Drama, London

visit www.wsttravel.com CALL our specialist team on 01253

441900
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WST Awards & Accreditations
– Raising Standards

When you’re choosing a tour operator
it’s important that they have the standard
industry accreditations; ABTA, ATOL, STF,
LOTC are all vital for a professional and
responsible company.

We are delighted to be the inaugural winners of
the title of Best School Tour Operator 2016/2017,
awarded by the School Travel Organiser Magazine.
This award is highly credible as it is voted
independently by customers who believe we are
worthy of this title.

At WST we hold all these accreditations as do many educational tour
operators. However, we are proud to stand alone when it comes to
our externally verified and award winning customer service!

In 2015 we won this highly sought after award, created
to recognise excellence and professionalism of
organisations and individuals engaged in all areas of
the UK youth, student and educational travel industry.
We followed that up in 2016 with a Silver award.

We are always striving to raise the standards in educational travel
and our customer service is at the heart of everything we do. So
how do we prove this? We challenge ourselves by welcoming
external bodies to assess our standards, so that you can be sure
that we stand out from the rest. When you choose WST you will
be guaranteed the exceptional service that you and your students
deserve and you can trust us to do the right thing, every time.

We are still the only school tour operator to hold
the CSE award. Our staff and customers are
regularly reviewed by this independent body. We are
commended on consistently focusing on providing
good customer service, including extra recognition for
our attitude and autonomy in dealing with customers.
As an Investors in People organisation we
demonstrate a commitment to the development and
success of our people and a desire to continually
improve and grow.

“There is plenty of evidence to show that the business is
clearly driven around customer expectations. A huge amount
of work is done to understand the needs and expectations of
customers and all staff are actively engaged in this. All the
staff really understand what customer service is about and are
passionate about delivering.”
Extract from a recent Customer Service Excellence assessment of WST
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YOUR TOUR IN

safe hands

5 reasons

to book with

1

We handpick our team to ensure their core values match ours. Every person you are in
contact with at WST is trustworthy, passionate about what they do, professional in every
interaction, flexible with your tour arrangements and
dynamic in their thinking.

We hold all the trade body licences including
ATOL, ABTA, STF and LOtC so you can be
confident that your trip is safe in our hands.

2

Our chairman David Craven was instrumental
in setting up the School Travel Forum (STF)
to raise standards in educational visits – it
is now recognised as the safety & quality
standard mark you can trust. As a full
member we adhere to a rigorous Code of
Practice and Safety Management Standards
that meet the requirements of DFE
guidelines.

Our Investors in People Silver accreditation means you’ll deal with a team of empowered
and motivated people who outperform in the educational travel market. Our life-long
relationships with our customers are built on a foundation of trust – we are not interested
in quick wins or taking tours at any cost!

3
You’ll receive award winning customer service, recognised by our win at the British
Youth Travel Awards - an organisation dedicated to recognising the best providers in
educational travel.

As a School Travel Forum member we adhere to the following:

UK coach companies must complete a safety audit prior to use
• All
UK coach companies which have five or more groups are subject to an on-site audit,
• All
with audits renewed every 3 years
UK coach companies must sign and return a contract
• All
should be no more than five years old (STF guidance states 8 years)
• Coaches
endeavour to give all coach drivers single rooms when they are part of a two man crew
• We
All accommodation used by WST will have undergone a safety audit prior to its first use and
• thereafter
every 3 years
• Specialist staff who are fully trained auditors
2015 was a particularly challenging time for
the travel industry. In July, around a quarter
of all our groups on tour were affected by the
ferry strikes at Calais. Thanks to our highly
efficient staff and excellent support system,
we were able to ensure all of our customers
travelled on their planned tour and were safe
at all times.
Our latest audit was in February 2017
2016
with Argent. Yet again for the seventh
sixth
year running we have had NO
RECOMMENDATIONS to help improve
the way we control our safety
management and quality provision.

8

4
We promise that we put the customer at the heart of everything we do. And we can
prove it through our government standard Customer Service Excellence award
which we’ve held for the last 4 years.

5

What happens if I have a
problem on tour?

Our safety procedures are above industry standard – we’ve passed every School Travel Forum
safety audit for the last 6 years running with zero recommendations to improve. Doing just enough
is not enough for WST. We continually raise the bar and raise our standards to ensure we
offer reassurance and peace of mind to our customers.

Very few of our tours have problems because
every effort is made and checks put in place
to ensure your tour plan is flawless. At WST
our team of experienced tour consultants will
be on hand during office hours to support
you whilst on tour (08:00 – 17:30 hrs) AND
outside of office hours, we have 24 hour
emergency response cover for issues that
need to be addressed urgently.

www.wsttravel.com CALL our specialist team on 01253 441900
VISIT WWW.WSTTRAVEL.COM
CALL OUR SPECIALIST TEAM ON 01253 441900

“

With more than 350 years combined
experience in the school travel industry the
team here at WST are proud of our safety
conscious environment and proactively
review and improve our safety procedures.

Please convey my compliments to your entire staff for exceeding expectations
for our trip this year. It was truly a commendable performance. I know these
things do not happen without a great deal of effort on the part of
everyone, and I want you to know how much I appreciate your
hard work. Keep up the good work.
Palmer’s College, New York, February 2016

45
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JENNY’S TOP TIP
We can’t stop the unexpected sometimes and a curve
ball like snow, hurricanes and even transport strikes
can occasionally happen. Thankfully these things
disrupt our groups very rarely, but when they do, you
can be sure WST’s team of experts are on hand to put
practical solutions in place
quickly. Take a look at our
customer’s stories on how
we supported them through
an emergency situation.

Client testimonials
“Personally and professionally I
would like to mention that Elleanor West was exceptional in her
professionalism, knowledge and
support given to me whilst preparing for the trip. I for one will
be using WST for the foreseeable future and only hope that I
work more with Elleanor who is
an absolute credit to the WST
family. On behalf of me and my
team I thank you for such a fab
trip and one my students will
never forget! No words to fault
your service, commitment and
overall customer care. It has
been a pleasure from start to
finish.”

“All the staff I dealt with were
efficient and helpful. They
accommodate all our wishes
and were as excited as we
were about going on the trip.
They went beyond the call of
duty to reassure us of all the
details throughout the planning process and in the run
up to our trip. Very pleased!”
Alloa Academy, New York
& Washington

“I love working with WST
and in particular Carole
provides exceptional customer service. Always flexible, quick to respond and
does her utmost to meet
the needs of the group.
WST really understand the
priorities of school groups
and provide a fantastic
service.”

“WST Travel were fantastic from start to finish! The
staff I dealt with especially
Rachel were very knowledgeable and helpful! All
students and staff alike
had a fantastic time on
the trip and are already
wanting information about
next year’s trip. Thanks to
everyone at WST Travel!”

Framwellgate School,
Paris

Seaham School of Technology, Manchester

“Elleanor had all the time to
answer even the simplest of
questions. She made me feel
like I was the only customer
she was dealing with and that
I had her undivided attention. I
couldn’t have asked for better.
Excellent and professional
from start to finish.”

“Each year we are fully
confident in this tour and
this largely stems from
WST’s approach, in particular the regular contact
and flexible approach of
WST. Prior to this trip with the
terrorist attacks there was
concern from parents and the
information supplied by WST
to appease them.”

“The trip was a fantastic
experience for our students.
Carole worked incredibly
hard on every aspect of
the visit and I am incredibly
grateful for her support. She
is the main reason we keep
coming back to WST as I know
she and the company will get
things right!”

Eckington School,
New York

The Royal Masonic
School for Girls, France

Blackfen School for Girls,
Rome

Wade Deacon School,
New York
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“As always, you have been
really great. Even with the
transition from one staff
member to another, due
to maternity leave, I still
received the same level of professionalism &
friendly expertise I have
always received. I don’t
even look anywhere else
when planning a trip as the
service you provide at WST
is exactly what your brand
promise says.”

“Love working with WST everyone I have dealt with
is friendly, efficient, helpful
and totally supportive. They
understand the demands on
teachers who run residential
trips. I would wholeheartedly
recommend WST.”

“Jenny was so professional
the entire way through the
process and so many things
are considered. You definitely feel supported! This is
the second time we’ve used
WST and we’ll certainly use
them again.”

South Bromsgrove High
Academy, New York

Belvedere Academy, Paris

VISIT
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“Carole has gone above
and beyond in helping
me with this trip. I have
already recommended
her and WST to another
local high school who are
organising the same trip.
I cannot commend her
highly enough for her help,
knowledge, support and
willingness to ensure we
had a great trip.”
The Swinton High
School, New York
“Very dedicated staff who
go out of their way to make
the whole experience of organising and running visits
as easy as possible.”
The Vale Academy,
March 2017, Paris

Highworth Grammar
School, Rhine
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CASE STUDIES
We could talk forever about the fantastic trips we
offer, however, we’d rather let our teachers do it.
They are able to offer a unique insight into their trip
and the benefits to their students. We have a huge
range of first-hand reviews, stories and case studies
- here’s what some of them had to say…

Advice from a History Teacher
Geraldine Rimmer, group leader of history trips at

St Aloysius College, believes by taking students to
explore WWI Battlefields, Berlin, Washington and

EVC Question Time

We spoke to Cathy to find out more about how
she organises so many trips for a range of
teachers in her school. Read more

Case Studies

Take 5 minutes out of your day to browse through

New York, students can better comprehend the

our case studies from some of our inspirational group

aftermath and severity of conflict. Read more

leaders - they are well worth a read! Read more

How We Support in
Emergency Situations

Our Customer Testimonials

We can’t stop the unexpected sometimes and a

who already travel with WST so you can talk to

curve ball like snow, hurricanes and even transport

them first-hand about the experience you will have.

strikes can occasionally happen. Thankfully these

We constantly update what teachers are saying

things happen very rarely, but when they do, you

about our trips – we hope you’ll be on there soon.

can be sure WST’s team of experts are on hand to

Read more

We’d be happy to put you in touch with teachers

put practical solutions in place quickly and minimise
any disruption. Read more

Language trip to Berlin

To highlight how the school trip to Berlin affected
his students, Mr Pacey recounts his experience of
planning the trip and the continuing influence it had
after their return. Read more

Trip to New York

Beyond simply providing context to their learning
assignments, the trip offered Northampton Girls the
chance to broaden their horizons, gain confidence and
ultimately become more independent. Read more
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A show stopping day out in London
with our lucky competition winners!
Everyone deserves the chance to travel
Here’s why we did it
We recently ran a competition which was
open to everyone, where up to 45 pupils
from one lucky school would win a return
trip to London for dinner and tickets to see
Wicked performed on the West End stage.
All entrants had to do was submit 200 words
explaining why their students deserved the
chance to travel.
After hundreds of fantastic entries and a lot
of deliberation our shortlist went to a public
vote. And with 35% of the votes Newman
Catholic School, Cumbria, were our very
worthy winners. Their entry explained how
their school was flooded in Storm Desmond
in 2015 and 18 months later they are still running classes in porta cabins and a rundown
old primary school.

Spinners and iPad’s…
how times have changed
So after a very early start, the coach trip to London
went by in a flash thanks to technology such as
iPad’s, smart phones and of course Spinners! Pupils
watched films and played music to pass the time some even sang!

Perfect weather for
a stroll through London

“We’re so excited
about the trip – but we
had to get out of bed
very early to make the
coach! We’ve both been
to London before but
never on a school trip
with our friends”

With the sun shining we decided to take in the sights
of London on foot as we made our way to the restaurant. Whilst trying to manoeuvre a group of 45 students
through the busy streets of London was interesting it
was worth it to take in some of the iconic London sights
- including the beautiful Buckingham Palace.

Time to eat

Megan and Jess,
Year 7

Dinner was waiting for us at Piazza
restaurant just off Leicester square
where we were greeted with a very
warm welcome and both amazing food
and service. 50 students and teachers
served with drinks and 2 courses in
only 45 minutes!

We have arrived…!
Having collected our tickets everyone sat down excitedly and began to watch the show. As an additional
surprise everyone on the trip received a Hotel Chocolat
goodie bag filled with luxury chocolate.
The performance of Wicked was spectacular - many of the
students remarked that it had been a dream to see such a
show. It was heart-warming to see such enthusiasm in all
of the students, especially Toby, Year 8, for whom Wicked
managed to re-ignite his passion for the theatre.

“Before the school flooded I was in charge
of the lights and the sound whenever we
put on a show. I like to do all the technical
side of things. I hope we have a theatre in
our new school so I can do it again.”
If you’ve not yet seen the show watch Wicked the
Musical trailer.
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Thanks for the support!
Is it time for a nap yet?

None of this would’ve been possible without the
support of Wicked the Musical and Hotel Chocolat.
A huge thank you to both for their contributions and
their help in making the day a big success!

Departing London full of food and cheer, the students
were all buzzing and sat happily chatting away and singing
whilst the adults had a nap. Everyone had an amazing
time and it was a pleasure to be able to reward such an
amazing and well deserving group. Despite having their
learning disrupted by the floods their positive attitude was
a pleasure to witness first hand – and we hope the future
brings a shiny new school with a theatre for Toby!

If you have any questions or would like to get
in touch about a possible future trip please visit
our website or call today on 01253 441900.
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