
 

Schedule 5 ADR Report 2019/20 

  
a) The number of domestic disputes and cross-border disputes the ADR entity has received 
 
In the year 2019/2020, Bus Users received 1957 domestic disputes and 29 cross-border disputes, 
relating to 3745 issues.  
 
We received a further 2392 complaints which we declined to accept and 1140 which were simple 
enquiries.  
 
 
b) the types of complaints to which the domestic disputes and cross-border disputes relate 
 
Regular complaints include driver/staff attitude, service reliability, ticketing matters, bus failing to 
show and incorrect information being provided. 
 
Ticketing matters is a new category which was introduced during the year as we started to see an 
increase in complaints about this area. This covers problems with validating purchases bought online 
or through apps, but increasingly relates to problems in accessing refunds. The majority of domestic 
coach and cross-border disputes related to driver/staff attitude. 
 
 
c) a description of any systematic or significant problems that occur frequently and lead to 

disputes between consumers and traders of which the ADR entity has become aware due to its 
operations as an ADR entity 
 

The three top categories of complaint, in varying order across the country have always been service 
punctuality, reliability and staff attitude.  
 
We send monthly reports to the senior people in the biggest 5 bus operators, along with a monthly 
report to the main express coach operator. We also send updates to smaller operators when we 
appropriate. These are followed by discussions about specific clusters of reported complaints.   
 
As ticketing issues grew alarmingly this year, we have brought this to the attention of each operator 
to discuss practical and policy options which might address them. 
 
We also offer customer service training to operators and advise on how to adopt a more customer-
focused approach more widely.  
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d) any recommendations the ADR entity may have as to how the problems referred to in 
paragraph (c) could be avoided or resolved in future, in order to raise traders’ standards and to 
facilitate the exchange of information and best practices 
 
Often, the service reliability and punctuality issues can be explained by an event outside the control 
of the operator such as unexpected roadworks, congestion increase because of a traffic accident on 
another route or unannounced road closure. However, despite these being valid explanations, the 
lack of passenger information is a problem that does fall within their control, so we press for 
operators to make temporary or unexpected delays known via social media and website 
announcements, and if a delay is ongoing for more than a day or expected because of planned 
roadworks or a nearby event, we ask them to ensure that notices are put at affected stops, as not all 
passengers have access to the internet or a smartphone.  
 
We saw a spike in complaints about refunds and season ticket pauses at the beginning of lockdown 
and most operators seemed to be trying not to refund and instead were offering vouchers. However, 
we made it quite clear from the start of the lockdown, that a refund, voucher or season ticket pause 
should be the choice of a customer, despite understanding the huge financial hit that operators 
were facing because of the Covid-19 crisis.  
 
We continue to have regular contact with national and local operators to understand their issues 
and provide input wherever possible and useful. These discussions factor into our advice to national 
governments on a range of transport issues.  
 
We believe that the requirement for all traders to have and refer customers to a registered ADR is 
not yet well known enough in the transport world and we would love to see some central comms to 
all traders in the field which sets out their legal obligations. We have tried to make this known, but 
there is a level of cynicism in their response. Might it be feasible for CTSI to write an article for 
Passenger Transport magazine on this topic perhaps?  
 
 
e) the number of disputes which the ADR entity has refused to deal with, and percentage share of 
the grounds set out in paragraph 13 of Schedule 3 on which the ADR entity has declined to 
consider such disputes 
 

 We declined to progress 2,392 complaints 

 90% were rejected because they had not contacted the operator before contacting us 

 5% were refused because they were outside our brief in that they related to matters of a bus 
operator’s commercial policy 

 2% were refused because the dispute is being, or has been previously, considered by a court 

 2% were refused because the consumer has not submitted a complaint to us within the12 
months’ time period specified 

 The remaining 1% were not progressed as the complainant did not respond to our attempts at 
contact. 

 
 
 
 
 
 



f) the percentage of alternative dispute resolution procedures which were discontinued for 
operational reasons and, if known, the reasons for the discontinuation 
 

 1% of complaints were unable to progress because the complainant did not respond to follow up 
by us 

 99% were taken forward. 
 
 
g) the average time taken to resolve domestic disputes and cross-border disputes; 
 

 The average time from acceptance to completion of the file was 63 days 

 The average time from completion/no response to close was 27 days 

 The average time from Acceptance to close was 71 days. 
 
 
h) the rate of compliance, if known, with the outcomes of the alternative dispute resolution 
procedures 
 
As outcomes are negotiated, nearly all outcomes are implemented. This year we had 2 cases which 
were not resolved. 
 
We have a final panel for cases where no agreement can be found and, in this year, they heard 9 
cases, 2 each from Scotland and Wales, and 5 from England (outside London). 
  
8 were resolved by the panel: 7 in favour of the passenger, 1 in favour of the operator and 1 where 
they declined to find in favour of either party as they deemed there to be fault on both sides. In that 
instance, they recommended that both parties meet to discuss their views and try again to reach a 
resolution. We have heard nothing further. 
 
In one case, it appeared that the operator was, in fact a travel agent and did not hold an operator’s 
licence, so they were outside our remit, but this did not become clear until this final stage. The 
operator therefore refused to accept the decision and we were unable to send it to a Traffic 
Commissioner to enforce because of the lack of licence.  
 
 
i) the co-operation, if any, of the ADR entity within any network of ADR entities which facilitates 
the resolution of cross-border disputes 
 
There has been no formal collaboration with other ADR entities in this year. We attended 2 meetings 
in Brussels where ADR entities were able to network with each other, which was helpful. We also 
attended an EC meeting about a funding programme for ADR system improvements, from which we 
applied for a grant. We recently discovered that we have been successful and will be using this to 
build a new ADR management programme.  
 
We also attended 2 meetings of the European Passenger Federation, some members of which also 
have ADR responsibilities. Topics related mainly to Passenger Rights legislation across the EU and the 
need to align the rights of passengers across modes in order to enable multi-modal passengers to 
understand their rights throughout a journey.  
 


