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Bus Users: who we are
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As a registered charity, our mission is to bring 
people together through socially inclusive transport.

We aim to ensure that all communities, wherever 
they are and whatever their needs may be, have 
access to the best possible transport links. We do 
this by:

l working to make public transport inclusive 
 and accessible
l promoting high standards of transport 
 planning and delivery
l raising awareness of the effects of transport  
 poverty on loneliness, isolation and social  
 exclusion 
l resolving passenger complaints.

We’re an approved Alternative Dispute Resolution 
(ADR) Body for bus and coach passengers and 
the body which deals with complaints under 
the European Passenger Rights Regulation 
(outside London).
 

Bus Users UK Charitable Trust Ltd is a registered 
charity (in England  No 1178677 and in Scotland 
No SC049144) and a Company Limited by 
Guarantee (registered in England No 04635458).

Our Head Office is Victoria Charity Centre, 
11 Belgrave Road, London SW1V 1RB

Tel  0300 111 0001 
email  enquiries@bususers.org

Management team  Board members
Claire Walters   Chair Ben Colson
Chief Executive Officer Jeff Anderson
Kerry Donn   Harry Barker
Financial Administrator Hugh Jaeger
Dawn Badminton-Capps Jennie Martin
Director for England
Greig Mackay
Acting Director for Scotland
Barclay Davies
Director for Wales



2018/19 has been a tremendous year for Bus 
Users. In June 2018 we became a registered 
charity in England and Wales, and in March 2019 
we became a registered charity in Scotland. Our 
mission now is to bring people together through 
inclusive, accessible transport. This broader remit 
enables us to focus on the wider societal benefits 
of good transport, and to raise awareness of 
the impact transport poverty has on loneliness, 
isolation and social exclusion.
 
And there’s been plenty of work to do. 

Over the last year we’ve produced a dozen reports 
and consultations, and shared our findings with 

the House of Lords, House of Commons, Welsh 
and Scottish Governments and local authorities. 
We were among those bodies calling for a 
national transport strategy, and we’ve given 
evidence to a number of Select Committees, 
including the influential Transport Select 
Committee. For 2019/20 we will continue this 
work to ensure that everyone, whatever their 
needs and wherever they live, has access to the 
best possible public transport.

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.
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A word from our Chief Executive

Above: Claire Walters and Chair of Bus Users, Ben Colson, at our supporters’ event in Leeds

“we will continue this work to ensure that everyone has 
access to the best possible public transport”



Events

4

Our work

In 2018/19 we ran 67events across England, Scotland and Wales

    We talked to over 2,500 people

We brought together operators, local authorities and 

  local communities to improve services for everyone

In 2018/19 we ran 67 Your Bus Matters events, 
bringing local communities together with the 
people responsible for running their services. 

These events are a great platform for people to 
raise issues that operators might not otherwise 
be aware of, to give feedback on local buses and 
to make suggestions about services. Locations 

are chosen when a transport review is planned 
or underway in the area, or the local authority 
is planning cuts to services. They can also be 
triggered by a rise in complaints or when a new 
service has been delivered, to check it’s meeting 
the intended need. We make sure residents and 
passengers know what’s being proposed and are 
given a chance to have their say.

In the North of Glasgow, Enable Scotland helped us 
to raise awareness of the challenges facing people 
with hidden and physical disabilities when it comes 
to accessing buses. First is now reviewing its driver 
training and plans to re-launch its Thistle Card for 
passengers with hidden disabilities.

In Coelbren, our Your Bus Matters event led Welsh 
Government to fund a bus link between the village 
and the main bus corridor after First Cymru had been 
forced to curtail the service.
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For those of us who have access to a bus, 
satisfaction levels are high ranging from 85% to 
93%. But occasionally, things can go wrong.

As an Alternative Dispute Resolution Body for the bus 
and coach industry, we handle complaints on bus and 
coach services across the UK (outside of London 
and Northern Ireland)  for passengers unhappy with 
the response they’ve had from an operator.

During 2018/19, the number of complaints we 
handled rose from 2,989 to 3,940. The number of 

issues raised was 2,192, with Service Reliability, 
Driver/Staff Attitude and Bus Failing to Show 
or Stop the three most complained about 
issues.

Cuts to services and congestion became ever 
bigger problems. We continued to run events, 
helped with public meetings and took part in radio 
interviews and stakeholder panel discussions 
to reduce the impact on passengers, make sure 
they’re properly consulted, and that they have 
clear and accessible information.

Resolving complaints

In 2018/19 we handled 3,940 complaints

 The complaints we handled involved 2,192 different issues

Just 11 cases had to be referred to our independent Appeals panel   
    - 9 of these found in favour of the passenger

We share complaints information with operators so they 
can identify problems and take action. In Leeds, issues 
around reliability led operators and local authorities in 
the area to consult on bus priority measures.

At the Balfron Depot, Stirlingshire, 50% of the fleet’s 
on-board heating has so far been fixed following 
complaints from passengers. And at the West Lothian 
hub, real-time passenger information screens are now 
fully functioning following our intervention.



In Scotland and Wales, our Bus Compliance work is 
improving services for everyone. Our Officers work 
closely with the Traffic Commissioner to make sure 
operators meet their responsibilities to passengers. 
As a direct result of their work, a number of 
operators have been called to Public Inquiries 
and have either made changes to services or 
infrastructure, or had their licences revoked.
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Throughout 2018/19, we hosted local events, 
supported public meetings and ran bespoke 
training programmes to improve bus and coach 
services. This work continues to help the people 
who run public transport to understand the needs 
and concerns of the people who use it. 

Ensuring that public transport is fully accessible is 
vital to this work and helps reduce social isolation 
and exclusion. We’ve been working with transport 

providers to highlight what physical disabilities, 
hidden disabilities, dementia and mental health 
problems mean for passengers. 

As well as working to improve services, we also 
celebrate transport providers who are leading the 
way. In 2018/19 we built on our relationship with 
CPT, ALBUM and DfT to promote good practice, 
and took part in the judging panels for the UK Bus 
Awards and the UK Coach Awards.

Compliance

Our Compliance Officers found a Swansea to 
Carmarthen service had a punctuality rate of 
just 55%. The operator changed the timetable 
and punctuality is now 75%, with future 
changes planned to improve it further.

In 2018/19, our compliance work saw one 
operator fined £35,000 for early running and 
insufficient staff numbers, while McKenzie Bus 
in Lanarkshire lost its licence for early running 
and failing to operate a service.

Work with operators

With our help, groups like Blackpool Transport 
are making their services more accessible. By 
sharing intelligence from our complaints work 
and local events, Blackpool Transport made 
changes to their driver training, encouraging 
drivers to recognise and respond appropriately 
to potentially vulnerable passengers.

We brought together members of Enable 
Scotland with First Glasgow to highlight the 
challenges faced by people with physical and 
hidden disabilities on buses. First Glasgow 
pledged to review its driver training and 
relaunch its Thistle Card, for passengers with 
hidden disabilities.
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Work with Government

In 2018/19 we produced 12 reports and consultations

We gave evidence to the Transport Select Committee into the

 Health of the Bus Market, the House of Lords’ Inquiry into 

  the Rural Economy, and the Welsh Government’s

Economy Infrastructure & Skills Committee

During 2018/19, we consulted extensively with 
passengers, community groups, charities and 
special interest groups to understand their needs 
and concerns when it comes to transport. 

We continue to work with central and local 
government to make sure those needs and 
concerns are heard, and that people and their 
communities are at the heart of transport planning.

Clear and accessible information about bus 
journeys is vital to passengers, which is why 
we put ourselves forward as the reporting 
body for the proposed Accessible Information 
Regulation. Many of our recommendations on 
this have been accepted.

In 2018 we gave evidence to the Transport 
Select Committee, stressing the need for a 
national bus strategy that prioritises the needs 
of passengers. In its final report, the Select 
Committee described the need for a national 
strategy as ‘a necessity’.



Bus Users UK Charitable Trust Ltd
Registered charity in England No 1178677 and in Scotland No SC049144

Company Limited by Guarantee registered in England No 04635458
Head Office, Victoria Charity Centre, 11 Belgrave Road, London SW1V 1RB
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Media

Nearly 4,000 followers on Twitter 

40k average monthly Tweet impressions 

Typical monthly Facebook reach of around 4,000

Tel: 03000 111 0001  Email: enquiries@bususers.org
www.bususers.org

Get in touch

We took part in radio and TV interviews 
throughout 2018/19, highlighting the impact a lack 
of transport has on people and communities.

We continued to build our social media activity, 
reaching thousands of policy makers, transport 
planners, service providers, community and special 
interest groups and transport users, on a daily basis.

We launched a brand new campaign #ilovemybus 
as part of Catch the Bus Week 2018. The aim was to 
challenge negative stereotypes around bus use with 
the campaign attracting thousands of hits on social 
media – all of it positive.

We took part in an interview for ITV in Wales to 
highlight the devastating impact changes to service 
X19 in Blaenau Ffestiniog would have on the local 
community. Shortly after, the local Council announced 
its decision to continue funding the service.
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This is the first set of accounts produced since Bus 
Users became a Charity, and reflect the transfer of 
all our past operations into the Charitable Trust. 
In the past year we have appointed new accounts 
examiners and are in process of changing bank 
accounts to allow for a more transparent accounting 
process. Neither project has been easy, both have 
been time-consuming, and the process of moving 
to a new bank has been especially challenging, 
involving all trustees.

Funding from the Department for Transport for 
our work surrounding the European Passenger 
Rights Regulations has been received quarterly 
and on time which is a major improvement on 
previous years.  

Operators’ fleet numbers have decreased in this 
financial year, despite us bringing four additional 
operators into subscription. This gave us a slightly 
lower operators’ income than originally anticipated 
in the budget as the subscription is based on the 
numbers of vehicles each operator has in service. 
This led to an approximately 5% decrease in 
subscription income. The percentage of overall 
income received from operators has fallen to 27.1%, 
in line with plans to ensure the organisation is less 
reliant on industry funding.

However, overall income increased as income from 
commercial activities, such as training and revenue 
protection commissions, increased and other 
income streams have been stable.

Financial Report 2018-19

“Funding from the Department for Transport for our work surrounding 
the European Passenger Rights Regulations has been received quarterly 
and on time which is a major improvement on previous years”
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The accounts show an increase in administrative 
expenses. This is due mainly to being fully staffed 
through most of the year, and an increase in employer 
pension contributions that is required by law. 

The financial year showed a loss of £36,497, principally 
due to a critical analysis of our assets upon registering 
as a charity, and the writing off of those which are 
considered to be irrecoverable or overvalued. It also 
relates to some planned expenditure of unrestricted 
funds on the advice of our previous accountants.  

The opportunity has been taken to amalgamate the 
Benefactor’s Reserve into unrestricted resources. 
This reserve has never been restricted in line with 
the charitable definition, and has simply been an 
internal accounting entry to identify a legacy made 
to the original Bus Users limited company. 

Trustees will be working on a plan to build up 
reserves to an appropriate level in the next three 
years, in line with good practice for registered 
charities. 

Financial Report 2018-19

“Trustees will be working on a plan to build up reserves to an 
appropriate level in the next three years, in line with good practice 
for registered charities”


