
Theobolds Coaches and Holidays Ltd. (TC&H) Terms & Conditions 
 

1. Applica*ons 
These condi+ons apply whether a contract has been made verbally or in wri+ng. The hirer acts on behalf of all 
the passengers travelling on the vehicle. If the hirer is a company, group, or partnership, an individual must be 
named as a responsible person, tour guide, group leader, teacher, event organiser, party leader etc. The hirer is 
responsible for ac+ons and decision of all the passengers on board including any addi+onal cost incurred in 
performing the contract, whether they travel with the party. The company will only accept instruc+ons from the 
hirer. We will only take instruc+ons from another responsible person if we are directed to do so by the hirer in 
wri+ng prior to the hire.  
 
If the hirer is not going to travel with the party, a responsible person must be chosen, and the company being 
informed who the person will be prior to the hire-taking place. 

• Bookings are subject to availability and in the unlikely event of the vehicle and/or driver ceasing to be 
available up to 48 hrs prior to the hire date. 

• Quota+ons/Bookings placed directly via the internet which are not deliverable due to non-availability 
• of a vehicle and/or driver will be fully refunded within seven working days of the ini+al order being 

placed. And no liability or accountability will be placed on the hirer. 
• No+fica+on of supply will be sent within three working days of order. 
• Errors and Omission accepted. 

 
2. Quota*ons 
Quota+ons are given based on the most direct routes suitable for the size of vehicle you are travelling in and on 
informa+on provided by the hirer. 
 
The route used will be at the discre+on of the company, size of vehicle, weather and traffic conges+on will be 
considered for the best route unless it has been par+cularly specified by the hirer, in which case it will be clearly 
shown on the booking confirma+on. Specified routes will only be adhered to if condi+ons and vehicle size 
permits. 
 
All quota+ons are given and are subject to the company having availability and suitable vehicle(s) at the +me of 
quota+on and the hirer accepts the quota+on will be used for a specific category of vehicle. 

• Quota+ons are valid for 14 days unless otherwise no+fied or agreed prior. 
• Quota+ons are given for vehicle and driver only. Any addi+onal charges will be separately iden+fied and 

will be the hirer’s responsibility unless otherwise specified. i.e. parking, road tolls, ferry crossings, driver 
accommoda+on and driver meal allowances. 

• All quota+ons are given as es+mates, though the es+mate will normally be a fixed price, there may be 
extra’s mileage, mobile phone calls, addi+onal wai+ng +mes & parking. This is per our standard tariff. 

• Errors and omission accepted, in web quota+ons/verbal quota+ons and email correspondence. 
 

3. Use of vehicles 
The hirer cannot assume the use of the vehicle between outward and return journeys, nor to remain at the 
des+na+on for the hirer’s use, unless this has been agreed in advance, and it is clearly stated on your 
confirma+on. There is normally an addi+onal charge if a vehicle and driver is requested to stay. Items may not 
be leV on the vehicle unless agreed in advance. 
 
4. Routes and Time Varia*on 
The company reserves the right to levy addi+onal charges, for addi+onal mileage or +me other than that agreed. 
The charges will be calculated using the formula on the original booking confirma+on. 
 
The vehicle will depart at the +mes agreed by the hirer, and it is the responsibility of the hirer to account for all 
passengers. Driving hour regula+ons are strict, detailed planning is used to ensure the driver can provide the 
service booked whilst mee+ng his/her legal driving hour obliga+ons. Assump+ons should never be made that a 
driver can simply extend the journey without seeking prior consent from our opera+ons department. 
 



Times of service will be detailed on your booking confirma+on, any variance from the booked +mes must be 
no+fied seven days prior to the service delivery date and is subject to acceptance/confirma+on that the varia+on 
is possible, addi+onal charges may be applied for varia+ons of +mes or mileage. A final confirma+on will be sent 
a day before the booking. It is the hirer’s responsibility to check the details are correct, paying par+cular aXen+on 
to the date/+mes and postcodes.  
 
The company will not accept any liability for any losses incurred by passengers who fail to follow instruc+ons by 
the hirer. 
 
5. Drivers Hours  
Law regulates the hours of opera+on for the driver, and the hirer accepts the responsibility of ensuring the hire 
keeps to the hours and +mes agreed by the company and current legisla+on and that altering +mings is not 
always possible and not possible at all without checking in advance with Theobolds’ opera+ons department 
where they will confirm by text or email. N.B without wriXen confirma+on there is no agreement to change the 
+mings.  
 
Neither the hirer nor any passenger shall delay or otherwise interrupt the journey in such a way that the driver 
is at risk of breaching regula+on rela+ng to the driver’s hours and duty +me. If any breach is likely to occur the 
hirer will be responsible for any addi+onal cost incurred unless it is outside the control of the hirer.  
 
Any addi+onal cost will be as in condi+on 4. The company also reserves the right to curtail or alter any hire, which 
does not comply with the relevant regula+ons.  
 
6. Sea*ng Capacity  
The hirer must not load any vehicle beyond the number of passengers which the vehicle is legally permiXed to 
carry. When obtaining a quota+on, you will have stated the number of passengers i.e. 49, we reserve the right 
to supply a vehicle to accommodate the number of passengers stated. You must not assume if allocated e.g. 53 
seats you will be supplied a 53-seat vehicle. Alloca+ons are subject to change. If your passenger numbers change 
then you must contact the office to ensure a suitable sized vehicle is booked. The passenger number booked by 
the hirer is the factor in determining the vehicle size ul+mately supplied. You may be supplied a vehicle with 
sea+ng greater than the number of passengers travelling but not knowingly less than.  
 
7. Conveyance of animals  
On a private hire, no animals (other than Registered Assistance Dogs (which must be no+fied to the company in 
advance) may be carried on any vehicle without prior wriXen agreement from the company. 
 
8. Confirma*on  
Normally, wriXen confirma+on by the company is the only basis for the acceptance of a hiring or subsequent 
altera+on to its terms. Subsequent changes made to the booking may be made in wri+ng but only by the hirer.  
 
9. Payment  
Payment is required based on the rate selected, Saver, Flexi or Flexi Plus as detailed in point 12 below.  

• Payment must be made in full at the +me of booking for Saver rate to apply which must be 12 weeks 
prior to service delivery and off peak. If any of these factors do not apply, the booking will be repriced 
at flexi rate.  

• Payment must be made in full at the +me of booking for flexi plus rate to apply.  
• Flexi Rate bookings 25% at point of booking, balance must be made and received 14 days prior to date 

of hire, unless otherwise agreed by the company.  
• If the hirer has a credit agreement with the company this will be indicated on the payment terms 

displayed on the invoice. Overseas client’s payment terms: 50% in advance and 50% prior to departure 
and Flexi Rate cancella+on terms apply. 

• The company reserves the right to add interest at the rate of 3% compound interest per calendar month, 
aVer the day, which the payment should have been made.  

• Any ancillary services I.e., ferry crossings, entrance +ckets, catering, hotels etc. are 100% payable at the 
+me of the booking.  

• 14 days prior to travel, if the hirer fails to pay a balance to the terms agreed the deposit will be forfeit 
and the booking will be cancelled. 



 
10. Addi*onal Charges. 
The company reserves the right to charge the customer for any addi+onal cost and expenses reasonably incurred 
by the company to perform or to con+nue to perform the contract. (Parking, road tolls, overnight 
accommoda+on, Ferry or Channel crossings, changes to service requested, etc.) 
 
11. Airport collec*ons 
If a passenger does not arrive within 1 hour of the aircraV landing: 

• The passenger will be called on their mobile if supplied 
• The passenger will be paged if applicable 
• We will check via the authori+es at the respec+ve ports 
• We will check with the airline. 
• We will advise the client and ask for further informa+on. 

 
If following the above procedures, the passenger/s do not make themselves known to the company’s 
representa+ve the representa+ve shall be en+tled to assume that the passengers did not arrive at the 
airport/port or has made alterna+ve arrangements. The company representa+ve will then leave and is under no 
obliga+on to the hirer and no refunds will be applicable. 
 
All airport parking charges are in addi+on to the journey charge. For account customers parking charges will be 
added to the account, pre-paid customers will be required to prepay the parking on the vehicle as part of their 
booking. 
 
It is impera+ve that the hirer provides contact details of a lead passenger and mobile number to avoid delays at 
the collec+on point. 
 
12. Cancella*on by the Hirer 
If the hirer wishes to cancel any agreement, for whatever reason, the scale of charges will depend on the rate 
paid. The following will apply in rela+on to the total hire charge. 
 
Saver Rate* 

• Saver rate only applicable when booked 12 weeks in advance and off peak 
• Lowest price op+on applied only if 100% paid in full upon booking 
• Non-refundable and non-amendable 
• Amendment requests may be considered, however addi+onal services, changes to +mes are likely to 

aXract addi+onal cost. 
 

 Flexi Rate* 
• 25% non-refundable deposit to be paid at +me of booking 
• Balance to be paid in full 14 days in advance of hire date 
• Cancella+on charges applied on coach hire 
• Refund on Cancella+on (provided booking is paid in full) 
a. 0-7 days prior to hire date 0 refund 
b. 8-13 days prior to hire date 40% refundable 
c. 14 days or more prior to hire date 75% refund 

 
 Flexi Plus Rate* 

• You pay a liXle more for extra flexibility 
• 100% to be paid in full at +me of booking 
• Cancel your trip before 2 full working days (48 hrs) prior to travel you will receive a 100% refund on 

coach hire 
• Alterna+vely, you can move your trip forward/backwards to another chosen date, subject to availability, 

must be advised up to 2 full working days before hire 
• You can change the +me, loca+on, des+na+on, subject to availability and price adjustments up to 7 
• days prior to hire 
• Cancella+on 0-2 working days prior to hire date is non-refundable. 

 



*The full cost of accommoda+on, meals, and theatre +ckets (or any such ancillary services), which have already 
been booked or purchased by the company prior to the cancella+on and at the request of the hirer, will be 
charged to the hirer at 100%, plus any administra+on charges incurred by the company. 
 
Cancella+on due to inclement weather condi+ons will be charged as above. 
 
A voucher may be issued so you can travel on another day and can be used on alterna+ve size vehicle to the 
original booking. The value will be displayed clearly displayed and cross referenced to your original booking. It 
can be claimed un+l the expiry date displayed on the voucher. A voucher will be considered void if tampered 
with or damaged. Vouchers cannot be used in conjunc+on with other promo+ons or offers. Vouchers are eligible 
to vehicles subject to availability. 
 
13. Cancella*on 
A. Due to Force Majeure 
In the event of any emergency, riot, civil commo+on, Pandemic, strike-lockout, stoppage or on the restraint of 
labour or on the happening of any event on which the company has no control. (Including but not limited to, 
adverse weather, road condi+ons breakdowns), the company may cancel the contract. These circumstances are 
commonly known as ‘Force Majeure’ an unforeseen major event or circumstance out of the supplier’s control in 
which the supplier could not have foreseen or avoided even with all due care and that were beyond any 
reasonable control. 
 
Changes or termina+on of your contract due to Force majeure are extremely unlikely and extremely rare, if 
however, such major events do occur or in the event of the hirer taking any ac+on to vary agreed condi+ons 
unilaterally 
 
We regret we will not be able to make any refund or payment of services not received. 
 
B. By the choice of Theobolds 
In the unlikely event of vehicles and/or drivers becoming unavailable, the supplier company may, by 
returning all monies paid and without any further or other liability, cancel the contract to supply. 
 
14. Vehicle to be provided 
A. The company reserves the right to provide an alterna+ve size or larger or mul+ple vehicles other than that 
specified at no addi+onal charge unless any extra seats are used in which case an addi+onal pro rata charge will 
be made to the hire charge. Any images of vehicles supplied are deemed to be ‘similar’ and not the exact vehicle 
to be supplied as alloca+ons may change from +me to +me and the exact vehicle of supply cannot be guaranteed. 
Photographs supplied or web images are only to be used as a guide as to the type of vehicle supplied. 
 
B. The company reserves the right to subs+tute another vehicle (including those of the operators) or 
ancillary facili+es for all or part of the hire, subject to such subs+tutes being of equivalent specifica+ons as 
available. 
 
15. Breakdowns or Traffic Delays 
The company gives its advice on journey +mes in good faith. However, because of a breakdown or traffic 
conges+on; weather; or other events beyond the reasonable control of the company, journeys may take longer 
than predicted. In those circumstances the company will not be liable for any loss or inconvenience suffered by 
the hirer as a result. Timings given with respect to delays are es+mates only and cannot be treated as an actual 
+me of collec+on or arrival. 
 
If the hirer would like to build in extra +me this may be possible but also chargeable. Please discuss this at the 
+me of booking, if +ming is cri+cal to your hire, we recommend you building con+ngency. 
 
Routes are planned by drivers u+lising commercial Sat Nav, based on the size of the vehicle. The route may differ 
from Google Maps. 
 
 
 



16. Agency Arrangements 
Where the company hires its vehicles from other operators at the request of the hirer and where the company 
arranges ancillary facili+es such as meals, accommoda+on, ferries, admission +ckets or any service provided by 
another supplier it does so as agent for and behalf of the hirer. Any terms and condi+ons imposed by such other 
suppliers through the company shall, in so far as they are supplied to the hirer, be binding on the hirer as if he 
had directly contracted such services. The hirer shall indemnify the company against any loss, claim, damage, or 
award in respect of a breach of such supplier’s terms and condi+ons brought about by the hirer’s ac+on. 
 
17. Package Travel Regula*on 
If the hirer organises other elements of a package in addi+on to the provision of transport, the hirer will be 
defined as ‘Organiser’ for the purpose of the Package Travel, Package holidays and Package Tours Regula+ons 
1992, and as such, shall comply with the provisions of those Regula+ons 
 
In this instance, the company cannot accept any liability that may be incurred for losses or damage that it would 
otherwise accept under the terms of those Regula+ons. 
The hirer accepts responsibility for ensuring whether they are so defined, and the company cannot accept loss 
or damage incurred that should have been the responsibility of the hirer if the hirer was the legally defined 
organiser or retailer.  
 
Where the company acts as an organiser or retailer, it will issue separate condi+ons of trading rela+ng to its 
liabili+es and responsibili+es under the Regula+ons. 
 
18. Passengers Property 
A. All vehicles hired by the company are subject to restric+ons on carrying luggage for statutory safety and 
overloading reasons. The hirer accepts that the driver shall be the sole judge as to whether and to what extent 
passenger’s property is carried, and the hirer should take all steps to no+fy the company in advance of excessive 
luggage requirements. Not all coaches/buses have a luggage compartment; therefore the hirer should not 
assume there will be sufficient or any luggage capacity without checking prior to the journey. It is the hirer 
responsibility to ensure luggage capacity is confirmed on the hirer’s confirma+on. A standard case per passenger 
is permiXed when luggage capacity is confirmed. Interna+onal luggage size standards are mostly weight and size 
based. Typically, a standard passenger 
luggage size is around 26 x 20 x 13 inches. (67 X 51 X 33 cen+metres) and 15KG in weight which is widely accepted 
around the world and the size used for this clause. 
B. The Company will take all reasonable steps to avoid loss or damage to the personal property of the hirer and 
its passengers. The hirer should no+fy the company or the driver if items of excep+onal value (above £250 per 
item or standard interna+onal sized luggage) are to be carried on the vehicle. It is the hirer’s responsibility to 
minimize the risk of loss when the property is leV unaXended. It is recommended that no property is leV on any 
vehicle and if so, it is en+rely at the hirer’s risk. 
C. It is the responsibility of the hirer to ensure that items of value are insured separately for loss and damage. 
i.e., Golf Clubs 
D. All ar+cles of lost property recovered from the vehicles will be held at the company’s premises where the 
vehicles are based and will be subject to current public service vehicle (lost property) Regula+ons. The company 
will provide details of the legisla+on on request. 
 
19. Conduct of Passengers 
A. The driver is responsible for the safety of the vehicle at all +mes, and as such may remove any passenger 
whose behaviour prejudices the safety or is in breach of Public Service Vehicle (Conduct of Drivers, Inspectors, 
Conductors, and Passengers) Regula+ons 1990. These regula+ons set out certain rights and responsibili+es on 
all par+es, and full details of these can be obtained from the company on request. The hirer is responsible for 
any damage caused to the vehicle by any passenger for the dura+on of the hire. 
 
B. Where the hire is to a spor+ng event the hirer should be aware of the legal requirements rela+ng to alcohol, 
contained in the Spor+ng Events (Control of Alcohol) Act 1995, and the condi+on of entry to racecourses as laid 
down by the Racecourse Associa+on Ltd. The company will provide details of these restric+ons on request. 
 
 
 



20. Complaints 
In the unlikely event of a complaint about the company services, the hirer should endeavour to seek a solu+on 
at the +me by seeking assistance from the driver or from the company’s opera+ons department. If this has not 
proved a remedy on the day of hire, complaints must be submiXed in wri+ng and within 14 working days of the 
termina+on date of the hire. Complaints submiXed aVer this +me may not be considered. In addi+on, if the hirer 
failed to bring any complaint issue to the aXen+on of the driver and/or the company’s opera+ons department 
on the day of hire the complaint issue occurred, any complaint raised later may not be considered as a complaint. 
 
21. No*ces 
No bill, poster, no+ce, or signage is to be displayed on any vehicle without the wriXen consent of the company. 
 
22. Refreshments and Alcoholic drinks 
Other than on a vehicle fiXed expressly for that purpose food (except confec+onery) and drink (Including 
Alcoholic Beverage) may not be consumed on the vehicle without prior wriXen consent from the company. It is 
unusual for the consump+on of alcohol on board any vehicle to be agreed upon. Considera+on for special 
occasions may be given though. If allowed a pre-paid cleaning bond of £150 will apply. 
 
The driver has the legal responsibly for safe carriage of the passengers on the vehicle as such the driver may 
need to refuse travel to individuals who may jeopardise the safety of the vehicle through access consump+on of 
alcohol. 
 
23. Surcharges 
Once a confirma+on has been issued to the hirer providing there are 14 days prior to the departure date, the 
company reserves the right to pass on increases in the cost of fuel, taxes imposed by the Governments of the UK 
and of other countries to be visited during the journey, road tolls and foreign currency, no surcharge will be levied 
within 14 days of departure. On no+fica+on of such surcharges, the hirer may cancel the booking subject to the 
scale of cancella+on charges shown in paragraph 12. 
 
24. Liability of the Company 
The liability of the company in respect of any failure to provide any services under the contract will be 
limited to the cost of the hirer and any ancillary services to be supplied. The company shall not be liable for any 
pecuniary or consequen+al loss allegedly arising from any breach of this agreement by the company. 
 
Refunds that may apply: 
a) Late arrival that does not include Force Majeure (circumstances beyond our control) 0-1 hours late at collec+on 
point NO compensa*on 
b) Late arrival that does not include Force majeure (circumstances beyond our control) 1-2 hours late at collec+on 
point £50 compensa+on 
c) Late arrival that does not include Force majeure (circumstances beyond our control) 2 hours and above 
lateness £100 compensa+on 
d) Air Condi+on malfunc+on or failure that results in A/C not working at the start of Hire £50 Compensa+on. N.B. 
If the AC fails during the hire it is classed as circumstances beyond our control and 
as a result, compensa+on will not apply.  
e) W/C (toilet) and servery malfunc+on or failure that results in W/C servery not working at the start of Hire £50 
Compensa+on. N.B. If the W/C Servery fails during the hire it is classed as circumstances beyond our control and 
as a result, compensa+on will not apply. 
f) Unclean vehicle including an unclean WC £50 Compensa+on 
g) Inopera+ve WC including the toilet not being emp+ed prior to the journey start £50 Compensa+on. If WC fails 
during the hire it is classed as circumstances beyond our control and as a result, compensa+on will not apply. 
h) Hea+ng malfunc+on or failure that results in the hea+ng not working at the start of Hire £50 Compensa+on. 
N.B. If the Hea+ng fails during the hire it is classed as circumstances beyond our control 
and as a result, compensa+on will not apply. 
i) Empty Auxiliary water for servery and WC at the start of the journey £50 compensa+on. 
j) No hand towels, soap, toilet paper, sick bags and cleaning equipment for sickness and/spillage at the 
start of the journey £25 compensa+on. 



k) In the unlikely event of a seat belt not working at the start of the journey and it is reported to the driver £25 
compensa+on. Seatbelt failure during the hire it is classed as circumstances beyond our control and as a result, 
compensa+on will not apply. 
l) If marke+ng material is supplied to indicate the category of vehicle and size, this is only indica+ve of 
what will be supplied and may not be the exact vehicle as shown in the marke+ng material compensa+on zero. 
 
25. Cleaning Charge 
All vehicles are hired in a state of cleanliness and fit for the purpose of hire. Bins and or rubbish bags will be 
provided for general liXer. Excess rubbish beyond normal liXer and if the vehicle is soiled in any way, e.g., vomit, 
we reserve the right to levy a minimum cleaning charge of £250, to enable the vehicle to be professionally 
cleaned. If the extent of the damage or soiling is such that the vehicle is out of service for ant period of +me, we 
have absolute discre+on to surcharge the hirer a minimum of £500 per day or part day for which the vehicle is 
out of service. 
 
26. Disability 
It is of paramount importance that at the +me of booking you advise Theobolds of any special medical condi+ons 
i.e., wheelchair user, diabe+cs etc. 
 
We do operate some coaches with PSVAR facili+es for wheelchairs. We regret, that due to space restric+ons, we 
can only accommodate one or two wheelchairs per vehicle. You must specify a PSVAR vehicle is required at +me 
of booking, this will be confirmed in wri+ng by Theobolds and is subject to availability. 
 
27. Toilets 
We do not guarantee a toilet will be available, but most of our coaches operate with a toilet on board. Please 
note that coaches with Toilets do give off an odour as the coach carries the waste in a tank under the toilet itself. 
We use chemicals to control the odour along with air fresheners, but it is very difficult to completely eradicate 
the odour a toilet on a coach omits.  
Toilets on coaches are only designed for urinal use. If they are excessively used, they will become full and be 
rendered out of order. Toilets that omit an odour or become full of overuse by the hirer, will not be treated as a 
complaint. In addi+on, Toilets on coaches are only designed for urina+on, any other form of toilet use required, 
please no+fy the driver and he/she will stop at the nearest available loca+on.  
Baby wipes, nappies or rubbish etc. placed in the toilet by the hirer will cease its func+on. In these circumstances, 
the client will be fully liable for rec+fica+on costs.  
Due to climate change, temperatures are rising and despite best efforts of use of disinfectant etc, toilet odour 
may arise as waste is carried with the vehicle and this is beyond our control, therefore no refunds can be given. 
 
28. Air Condi*oning 
Coaches & minibuses have large windows that act as a heat trap and aircon on board will endeavour to lower 
the temperature and make the journey comfortable. However, temperatures are increasing due to climate 
change; it takes up to 30 minutes to cool the vehicle once the door is closed if the vehicle is warm and longer in 
extreme heat. This is also dependent on vehicle moving at speed. Complaints regarding this ini+al cooling period 
cannot be considered as an AC failure. 
 
29. CCTV 
Please note that most of our vehicles are fiXed both internally and externally with CCTV which records visual and 
audio, the hirer accepts that CCTV recordings may be taken. 
 
30. Acceptance of Terms 
By hiring the vehicle, you are formally agreeing to terms and condi+ons outlined in this document available by 
link in your booking confirma+on and on our website. 
Re: Addi+onal charges in terms. Accounts customers will be invoiced accordingly. Prepaid customers agree to 
these charges being levied against the card used to make the original booking or if prepaid by cheque, agree to 
pay charges by the return of post once cleaning invoice has been received. 
These Terms and Condi+ons are subject to change without no+ce at the discre+on of the Company; by con+nuing 
to use the service you are agreeing to the Terms and Condi+ons in its current format. Updates to these terms 
and Condi+ons will be available via this applica+on and other electronic media from +me to +me and are 
available upon request. 


