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Bus operators in Wales have had to make rapid changes to services in response to the current health 
crisis. 
 
Bus Users has consistently called on operators to communicate all service changes to passengers in 
an accessible and timely way. In light of messaging to discourage bus travel in favour of private 
vehicles, we have also called on operators to communicate what steps they are taking to make bus 
journeys safe for anyone needing to travel, and what steps passengers should take in order to keep 
themselves and others safe. 
 
While we recognise that a significant number of people do not have access to the Internet or mobile 
devices, the purpose of this paper is specifically to look at how effectively some operators in Wales 
have been using online platforms to keep passengers informed. It is worth noting that we would also 
expect operators to be communicating with audio and visual information wherever possible, and 
working with the local community to ensure they are communicating as widely as possible.  
 
This paper does not comment on how well operators have been delivering services and meeting the 
needs of passengers during this time. 
 
Scope 
 
We looked at how operators communicated information on Covid-19, and updated that information 
as the crisis evolved, along with providing guidance on ticket refunds and operator contact 
information. 
 
We also looked at key passenger information and updates on Facebook and Twitter, and via Local 
Authority and TrawsCymru websites. 
 
Currently, there are 61 licensed PSV Operators that have services registered with the Office of The 
Traffic Commissioner for Wales.  
 
These operators vary enormously in size from single service operations, to companies like Arriva 
Buses Wales and First Cymru which operate hundreds of services between them. 
 
Operator-owned websites 
 
North Wales: total operators 24 

 41% (10) have Covid-19 information available on their websites 

 41% (10) update their website information on a daily or regular basis 
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 0% (0) have information relating to ticket refunds 

 70% (17) have contact information available 

 62% (15) use social media sites but with varying levels of updates 
 

South West Wales: total operators 13 

 53% (7) have Covid-19 information available on their websites 

 46% (6) update their website information on a daily or regular basis 

 8% (1) has information relating to ticket refunds 

 92% (12) have contact information available 

 61% (8) use social media sites but with varying levels of updates 
 

South East Wales: total operators 24 

 62% (15) have Covid-19 information available on their websites 

 62% (15) update their website information on a daily or regular basis 

 20% (5) have information relating to ticket refunds 

 87% (21) have contact information available 

 87% (21) use social media sites but with varying levels of updates 
 
Local authority websites 
 

 Quality and quantity of information varies greatly across the 22 local authorities 

 Some provide easily accessible, fully comprehensive information 

 Some simply have links to operator or Traveline Cymru websites 

 Some provide very little or no information 

 None of the councils, apart from Caerphilly County Borough Council, have updated any 
timetables at bus stops 

 
TrawsCymru website 
 

 This website offers links to the Traveline Cymru website, which in turn offers links to 
individual operator sites 

 
Good practice 
 
The following are examples of statements that appear on operator websites. 
 
Example one: 
TIMETABLE UPDATE: In response to Government advice on avoiding non-essential travel, feedback 
from key workers and a reduced demand for bus travel, timetables will be revised from Monday 20th 
April. The timetables details will be available shortly 

 
 
 
 
 
 

Example two: 
The Welsh Government have advised to only travel if essential, if you have to travel, please follow 
the guidance attached where possible to keep us all safe. Plan your journey, check timetables & give 
us feedback at http://stge.co/lw6b50zFbIv”. 

https://t.co/dIxdYhLzjK
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Example three: 
To keep us all safe when using public transport, the Welsh government has new guidance. From 1st 
June, to allow for social distancing on our buses, we will have to limit the numbers of customers on 
board. For details about travelling on our buses, see http://stge.co/Kl8N50zTp83 

 
 
 
 
 
 

 
Summary  
 
Overall: total operators 61 

 52% (32) have Covid-19 information available on their websites 

 50% (31) update their website information on a daily or regular basis 

 9% (6) have information relating to ticket refunds 

 81% (50) have contact information available 

 72% (44) use social media sites but with varying levels of updates 

 
Conclusions 
 
It is encouraging to see a number of Welsh operators working hard to fulfil their obligations to 
passengers. Over half have information on Covid-19 with regular updates, and 81% offer contact 
information. 
 
There are still a significant number, however, who are making either little or no effort to 
communicate with their passengers during such a critical period. 
 
Passengers have a right to expect a minimum level of communication from those operators who 
have an online presence. Of particular concern are those operators whose websites have no 
information regarding Covid-19 and no contact information. 
 
We are also concerned at the extremely low level (9%) of operator websites offering information for 
passengers on ticket refunds. 
 
Among those operators who are using their online platforms effectively, there are many examples of 
creative and active engagement that is bringing people together and boosting morale. 
 
Bus Users will continue monitoring throughout the Covid-19 crisis. 
 

https://t.co/QZsTmMhyyh
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About Bus Users 
 
Bus Users is a registered charity that campaigns for accessible, inclusive public transport. We are 
also the only dedicated Alternative Dispute Resolution body for the bus and coach industry. 
 
Bus Users UK is a registered charity (1178677 and SC049144), and a Company Limited by Guarantee 
(04635458). 
 
Bus Users UK 
Victoria Charity Centre 
11 Belgrave Road 
London SW1V 1RB 
 
Tel: 0300 111 0001 
enquiries@bususers.org 
www.bususers.org  
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