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Bus Users UK champions the interests of bus and 
coach users. We give passengers a voice, campaign 
for improved standards, and work to make bus 
travel a viable choice for all. 
An independent, non-profit group, we have the ear 
of most bus companies, trade organisations, the 
Government and local authorities and we aim to 
ensure the views of bus and coach users are at the 
heart of decisions which affect them. 
As an approved Alternative Dispute Resolution 
body for bus and coach passengers, we handle 
complaints on behalf of anyone dissatisfied with 
the response they have had from a bus or coach 
operator, and we run Your Bus Matters events 
to bring passengers together with the people 
responsible for running their bus services.
Bus Users UK Ltd is a Company Limited by 
Guarantee (registered in England No 04635458).
Head Office: Bus Users UK, Victoria Charity Centre 
11 Belgrave Road, London SW1V 1RB  
0300 111 0001 / enquiries@bususers.org

The way aheadBus Users: who we are

One of the primary 
objectives for Bus Users UK, 
at the end of 2017/18, is to 
continue to deliver on the 
pledges we made to our 
supporters at our 2016 AGM. 
Central to those pledges, 
and something which is 
nearing completion, is our 

change in status from non-profit organisation to 
registered charity. This change is likely to mean a 
broader focus for the organisation so we will be 
looking more widely at the communities served 
by public transport and working to ensure that 
transport is both accessible and inclusive. These 
aims have always underpinned our work and 
changing our status provides an ideal opportunity 
to enshrine them in our mission. It should also 
enable us to be more strategic and innovative 
in our work, exploring new opportunities and 
approaches and reaching out to all the people 
who need us. Naturally, this will involve a fresh 
approach to our communications and stakeholder 
engagement, and we will be working closely with 
our staff, supporters, funders, passenger groups, 
transport bodies, environmental groups, operators 
and central and local government, to ensure we 
continue to play a key role in raising standards in 
public transport. Once charitable status in England 
has been secured, we will be looking to register 
as a charity in Scotland. A further priority in the 
coming year for Bus Users UK will be to improve 
our governance, and ensure the organisation is 
more diverse and representative of the people it 
serves. Our thanks and appreciation go to all those 
people who continue to support the organisation 
and we look forward to working with you in the 
future. 

Claire Walters
Chief Executive
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Chair’s Report

During 2017/18, we have consolidated our roles 
as an approved Alternative Dispute Resolution 
(ADR) Body for the bus and coach industry, and 
the nominated body for dealing with complaints 
under the European Passenger Rights Regulation. 
ADR has been a new discipline for Bus Users UK 
and our registration recognises the work we do to 
support passengers. During the year, we have been 
committed to delivering on the promises we made 
during our 2016 AGM, in which we pledged to 
change our membership to free supporter status, 
make improvements to our Board and governance 
and apply for charitable status. I am delighted to 
report that by our year end 2017/18, we were well 
on the way to achieving all three. 

With the agreement of our members, they 
were offered free supporter status which allows 
them to continue to receive regular updates 
about our work and news of general interest to 
bus passengers. We organised our first Supporters 
Event in 2018 and are in the process of recruiting 
a new Chair and a new Director to the Board who 
will bring valuable skills and expertise to their 
respective roles. 

It’s been an interesting year politically, with 
a General Election in 2017 that saw Bus Users 
re-issue its 10 point Manifesto, calling on the 
new government to make buses a priority. On 
the ground, however, services continue to be cut, 
congestion increases and we have seen a number 
of towns and cities attempt to reverse priority 
measures intended to improve bus services. Bus 
Users has challenged these plans, particularly 
in the case of the closure of Blackett Street in 
Newcastle, and Queen Street in Oxford, and in 
Norfolk where Bus Users played a pivotal role in 
reversing the decision to make sweeping cuts to 
bus subsidies. 

The draft regulations and guidance on the 
Bus Services Act, which became law in April 
2017, were eventually published. Having worked 
closely with government on the draft guidance 
and subsequent adjustments, it was good to see 

recognition of the importance of passenger input 
and the need for local authorities to ensure that 
new services under this legislation have a positive 
impact on passengers. 

The work and focus of Bus Users will continue 
to evolve over the coming years as we pursue 
our objective of becoming a registered charity. 
Inclusion will be at the heart of our work, and 
while the Supreme Court ruling on wheelchair 
access in the Doug Paulley case provided little 
clarity for either passengers or bus companies, 
we will continue to work with operators and 
local authorities to ensure that bus services are 
accessible to everyone, and are able to meet the 
needs of the communities they serve. 

I look forward to welcoming our new Board 
members to the organisation in the coming year 
and my thanks, as ever, go to our dedicated team 
of volunteers, supporters, local groups and staff 
members. 

Jeff Anderson
Acting Chair
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Finance Report 2017/18

The most significant change this year was an 
improvement in the timing of funds received from 
the Department for Transport for our work under 
the European Passenger Rights Regulation. We 
received half in quarter 2 and half in quarter 3. 
While this was earlier than in previous years, it 
did mean that some of the planned work could 
not take place. We will be working hard to try to 
ensure an earlier payment in 2018/19. 

Operators’ fleet numbers in this financial year, 
on which our industry subscriptions are based, 
have shown a 3% increase which has given us a 
slightly higher operators’ income than originally 
anticipated. 

The accounts show an increase in 
administrative expenses, which is a result of two 
differences between last year and this. The first is 

that we were fully staffed for most of this year and 
we also auto-enrolled staff for company pensions, 
as required by law. We are showing a small surplus 
at the end of the financial year which relates to 
some budgeted work on IT and events which will 
now take place in 2018/19. 

Charitable status is being progressed and it is 
hoped that we will succeed in acquiring this status 
in the coming months. 

To help analyse the last 12 months’ finances, 
the charts below show UK income and UK 
expenditure, using figures which have been 
examined by external auditors. Accounts in 
statutory format will be available upon request 
shortly.

Kerry Donn
Financial Administrator

Income for year April 2017 to March 2018 Expenditure for year April 2017 to March 2018

n  Deposit Interest 
n Operators

n Staff Costs
n Professional Fees

n Other Income 
n Government Income

n Premises Costs 
n Travel

n Other

Income 2017/18 £
Government income 561,958 71%
Operators 214,845 27%
Other income  15,000 2%
Deposit interest 351 0%
Total income 792,154 

Expenditure 2017/18  £ 
Staff costs  570,162 74%
Professional fees 59,500 8%
Travel 58,996 8%
Premises costs 55,153 7%
Other  27,260 3%
Total expenditure 771,071 

351

561,958 570,162

59,500

55,153
58,996 27,260

214,845

15,000
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Complaints

Bus Users UK is the nominated body for dealing 
with complaints under the European Passenger 
Rights Regulation (EPRR) and an approved 
Alternative Dispute Resolution (ADR) Body for bus 
and coach passengers. 

We help in cases where passengers are unhappy 
with the response they have had from an operator, 
and handle complaints on bus and coach services 
across the UK outside of London and Northern 
Ireland. 

In 2017/18, Bus Users UK handled 2,989 
passenger complaints, up by 502 from 2016/17 
but representing a smaller increase than the 
previous year. Service Reliability is now the single 
most complained-about issue overall, overtaking 
Driver/Staff Attitude. This is likely to be the result 
of increases in congestion and roadworks which 
continue to cause delays to services. 

This trend is true across Wales and England 
although in Scotland, Service Reliability was the 
most complained about issue in 2016/17 and 
2017/18. In England and Scotland, following Service 
Reliability and Driver/Staff Attitude, complaints 
were primarily around Buses Failing to Show or 
Stop, Ticketing, Vehicle Condition and Frequency of 

Service. While the same was largely true in Wales, 
there were more complaints around Infrastructure 
than Vehicle Condition. 

The number of complainants in Scotland was 
up from 694 to 737, an increase of 6%, with the 
number of issues complained about up from 
1,045 to 1,145. In England, 4,127 issues were 
raised resulting from 1,978 complaints, with the 
team handling a third more cases in 2017/18 
than the previous year. In Wales, the number of 
complainants was down from 287 to 274, with 367 
issues raised compared to 429 in 2016/17. 

One other, notable figure from 2017/18 was 
that the number of compliments received by Bus 
Users from passengers concerning operators and 
their services was down by half from 42 to 21.

Number of complainants  
by Country 2016/17 2017/18
England 1,506 1,978
Scotland 694 737
Wales 287 274
Total complainants 2,487 2,989 
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Bus Users Cymru
Bus Users Cymru has had a busy year. The number 
of complaints we received was down slightly at 
274 and covered a complex range of 367 issues, 
with a further 653 issues arising from our 19 Your 
Bus Matters and 3 Community events. 25% of 
the complaints related to Service Reliability and 
Compliance while the majority of complaints, 
43%, received at Your Bus Matters events, related 
to level of service. In all, 7 complaints were 
escalated to the Bus Appeals Body. 

In 2017/18, our Bus Compliance Officers 
monitored 29 operators across all 22 local 
authorities in Wales, as well as monitoring the 
live mileage in 10 areas for which bus companies 
claim Bus Services Support Grant, reporting to a 
nominated local authority in each of 4 regions of 
Wales. We also carried out almost 250 mystery 
customer travelling journeys.

Bus Users Cymru continues to represent bus 
passengers on a range of bodies and met with 64 
stakeholders during the year at local authority 
level, as well as industry bodies and consumer 
groups such as Traveline Cymru, Older People’s 
Commissioner for Wales, Public Transport Users 
Advisory Panel, Bus Policy Advisory Group, 
Transport Focus, Ministerial Advisory Forum for 
Ageing and the CPT.

The team has continued to take part in the 
TrawsCymru Delivery Groups which manage 
the performance of the network of TrawsCymru 
services and has a seat on the Board. TrawsCymru 
provides valuable interurban links across Wales, 
particularly where no comparable rail link exists. 
In addition, Bus Users Cymru has provided advice, 
as needed, to Welsh Government Ministers and 
officials on strategic and technical matters such 
as the Welsh Voluntary Quality Standards Scheme 
discussions and Public Transport Users Advisory 
Panel.

Bus Users England 
Bus Users England has had an exceptionally busy 
year, with 1,978 complaints made during 2017/18, 
up by a third on the previous year. With increasing 
levels of congestion and pollution, Service 
reliability has replaced Driver/Staff attitude as the 
single most complained about issue.

19 Your Bus Matters events were held across 
England during 2017/18, with on-bus route 
discussions proving particularly effective in areas 
like Newcastle upon Tyne, where we were able 
to provide feedback specifically on plans to close 
Blackett Street to buses. Over the course of the 
year, more than 1,500 individuals had their say 
about local bus issues, with Bus Users England 
reflecting these views back to government and 
local authorities on 21 separate occasions. In the 
case of Norfolk, this resulted in a U-turn over 
cuts to funding for bus services. We have has also 
been involved in meetings with newly elected 
Combined Authority members, to outline how we 
could support positive change in these areas. 

Issues raised by complainants in Wales/Cymru
Service reliability 84 23%
Driver/Staff attitude 70 19%
Frequency of Service 27 7%
Vehicle Condition/Type 8 2%
Bus Failed to Stop 20 5%
Bus Failed to Show 63 17%
Infrastructure 15 4%
Compliments 2 1%
Capacity 1 0%
Disability Issues 0 0%
Accessibility Issues 3 1%
Ticket Prices 4 1%
Ticket Acceptance 8 2%
Other Ticket Matter 17 5%
Concession Pass Matter 3 1%
Personal Injury and Accident 5 1%
Incorrect Information Provided 3 1%
Smoking 0 0%
Other   28 8%
Luggage 4 1%
EPRR 2 1%
Total issues raised 367 
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Bus Users England continues to build on 
its partnership working with disability groups, 
operators and central and local government. 
We have maintained regular contact with the 
Department for Transport, particularly around 
our EPRR work, accessibility issues and the Bus 
Services Act Guidance. We have worked hard to 
ensure that this legislation will bring about the 
promised changes for passengers. 

The profile of Bus Users England continues 
to rise, with invitations to make presentations at 
events such as the ALBUM Conference, and to 
participate in radio and TV interviews. A number 
of media campaigns have highlighted issues 
of major concern to passengers in areas like 
Newcastle and Oxford where there were plans to 
pedestrianise key bus routes. The request to close 
Oxford’s Queen Street was subsequently turned 
down by Transport Secretary Chris Grayling and 
the situation is now being monitored.

Over the coming year we will continue in our 
commitment to improving standards in bus travel 
for everyone. 

Bus Users Scotland
In 2017/18, Bus Users Scotland handled 737 
passenger complaints, an increase of 6% on 
the previous year. The most complained about 
issue on Scotland’s buses was Service Reliability, 
followed by Driver/Staff Attitude, Frequency of 
Service, Failing to Stop and Vehicle Condition. 
The working relationships we have built up with 
operators has led to improvements in the way 
they respond to complaints. We are seeing fewer 
standard letters, with companies more prepared 
to accept responsibility for complaints and in 
2017/18, just one complaint was passed to the 
Bus Appeals Body Scotland.

Bus Users Scotland held 20 Your Bus Matters 
events and participated in passenger engagement 
events across the country. The main themes 
raised at the Your Bus Matters events centred on 
cutbacks of subsidised and commercial services, 
punctuality, fares and the frequency of services 
provided. 

In 2017/18, our four Bus Compliance Officers 
(BCOs) carried out over 4,500 hours of monitoring, 
covering much of Scotland from the Borders and 
Dumfries & Galloway up to the north-east and 
Highlands. While our BCOs monitor the reliability 
and punctuality of services in response to concerns 
raised, feedback from operators has been so 
positive that we are increasingly monitoring routes 
at the request of operators, to provide them with 
an overview of their service to passengers.

Bus Users Scotland continues to work closely 
with the Traffic Commissioner and her staff, 
Transport Scotland, CPT Scotland and Regional 
Transport Partnerships. We sit on the Transport 
Scotland Bus Stakeholder Group and specific 
working groups, as well as working with local 
groups throughout Scotland. We are engaging 
more actively with younger people and through a 
partnership with Ayrshire College we aim to hold 
a series of focus groups with students to better 
understand their needs and concerns when it 
comes to bus services.

Issues raised by complainants in England
Service reliability 1,020 25%
Driver/Staff attitude 818 20%
Frequency of Service 122 3%
Vehicle Condition/Type 197 5%
Bus Failed to Stop 245 6%
Bus Failed to Show 538 13%
Infrastructure 73 2%
Compliments 14 0%
Capacity 39 1%
Disability Issues 71 2%
Accessibility Issues 13 0%
Ticket Prices 67 2%
Ticket Acceptance 73 2%
Other Ticket Matter 269 7%
Concession Pass Matter 43 1%
Personal Injury and Accident 89 2%
Incorrect Information Provided 60 1%
Smoking 7 0%
Other   310 7%
Luggage 38 1%
EPRR 21 0%
Total issues raised 4,127 
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In the year ahead, we will continue to build 
on the successes of 2017/18 and ensure that 
passengers in Scotland have access to the best 
possible services.

Issues raised by all complainants 2017/18
Service reliabilty 1,373 24%
Driver/Staff attitude 1,139 20%
Frequency of Service 249 5%
Vehicle Condition/Type 285 5%
Bus Failed to Stop 329 5%
Bus Failed to Show 706 13%
Infrastructure 124 2%
Compliments 21 0%
Capacity 57 1%
Disability Issues 98 2%
Accessibilty Issues 24 0%
Ticket Prices 93 2%
Ticket Acceptance 92 2%
Other Ticket Matter 337 6%
Concession Pass Matter 61 1%
Personal Injury and Accident 123 2%
Incorrect Information Provided 103 2%
Smoking 7 0%
Other   347 6%
Luggage 48 1%
EPRR 23 1%
Total issues raised by all complainants 5,639 

Issues raised by complainants in Scotland
Service reliability 269 24%
Driver/Staff attitude 251 22%
Frequency of Service 100 9%
Vehicle Condition/Type 80 7%
Bus Failed to Stop 64 6%
Bus Failed to Show 105 9%
Infrastructure 36 3%
Compliments 5 0%
Capacity 17 1%
Disability Issues 27 2%
Accessibility Issues 8 1%
Ticket Prices 22 2%
Ticket Acceptance 11 1%
Other Ticket Matter 51 4%
Concession Pass Matter 15 1%
Personal Injury and Accident 29 3%
Incorrect Information Provided 40 3%
Smoking 0 0%
Other   9 1%
Luggage 6 1%
EPRR 0 0%
Total issues raised 1,145 


