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About us
We’re a registered charity committed to making 
transport inclusive and accessible.
We handle complaints, campaign for better services, and give passengers 
and communities a voice. You can find out more about our work and keep
up-to-date with our latest news at www.bususers.org

2019/20 has been an extraordinary year 
for everyone. The devastating impact of 
Covid-19 on people’s lives and livelihoods 
continues to overshadow everything. The 
global pandemic has shone a spotlight 
on the true value of our keyworkers, 
including the transport workers who have 
put their own lives on the line to make 
sure the rest of us can make essential 
journeys, and that other keyworkers can 
get to where they’re needed most.

We have been supporting the bus 
industry throughout this time by calling 
for government funding for services,

and clarity around the guidance on using 
public transport. We’re working with the 
bus industry to make sure passengers 
are kept informed of service changes, 
and that people can feel safe and 
confident about using public transport.

As 2019/20 draws to a close, we would 
like to pay tribute to the many transport 
workers who have lost their lives to 
Covid-19, and to all those front-line 
and back office transport staff working 
tirelessly to keep the UK moving.

Claire Walters

A word from
our Chief Executive
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Benefiting
passengers
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We are the only approved Alternative 
Dispute Resolution body for the 
bus and coach industry and the 
designated body for handling 
complaints under the Passenger 
Rights in Bus and Coach Regulation 
2019 (outside London). We also 
investigate and monitor services
and work with planners and 
transport providers to improve 
services for everyone.

      What passengers say
 “Many thanks, you have been amazing. It’s good to be   
 in contact with someone who is genuine and fully    
 appreciates the customer experience”

 “A massive thank you for your help with this – I honestly   
 couldn’t have done it without you and your team”

 “Many thanks for resolving this issue. It’s fantastic that   
 your organisation works so hard to resolve complaints”

	 “Thank	you	for	fighting	my	corner”

 “It seems that your organisation is the only one willing 
	 to	listen	to	individuals	and	fight	for	consumer	rights.	
	 The	work	you	are	doing	is	terrific”

 “Thank you for your support. We now have a better quality   
 of bus service”

 “Thanks to you I have just booked a FREE day out to Truro!   
 I am very impressed with the quick response”

 “Thank you so much for chasing this up on my behalf –   
 you have honestly restored my faith in people”

 “Grateful thanks, not only for the highly effective effort   
 you’ve put in on my behalf, but for your easy-going humour  
 and sympathy”

	 “You	have	found	time	and	energy	during	these	difficult	times		
 to support my cause. I really appreciate your involvement”



Complaint resolution
From the complaints we received in 2019/20, we know 
that what passengers want are frequent, reliable and 
punctual services along with good customer care. 
These are often the focus of our complaints and 
investigative work, which resulted in nearly 2,000 
successfully resolved complaints and improved 
standards of service. 

In response to the growing use of technology, 
we introduced a new complaints' category in 
2019/20, ‘Ticketing matters’, which includes 
validating purchases bought online 
and through apps, and accessing refunds.
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Complaints successfully 
resolved for passengers – 2019/20
 
Issues raised England Scotland Wales Total UK
    
Service reliability 491 150 47 688
Driver/staff attitude 716 135 26 877
Frequency of service 12 91 8 111
Vehicle condition/type 79 40 3 122
Bus failed to stop 97 35 12 144
Bus failed to show 326 31 33 390
Infrastructure 2 20 6 28
Compliments 0 20 0 20
Capacity 16 20 3 39
Disability issues 40 15 7 62
Accessibility issues 16 15 4 35
Ticket prices 43 13 2 58
Ticket acceptance 40 12 4 56
Other ticket matters 554 10 8 572
Concession pass matter 16 8 10 34
Ticketing: Apps/Smart Cards 89 7 0 96
Personal injury and accident 32 6 1 39
Incorrect information provided 161 6 18 185
No information provided 0 4 0 4
Smoking  1 2 1 4
Other  103 1 1 105
Luggage 60 1 4 65
Passenger Rights 23   0 0 23
Total issues 2,917 642 198 3,757
Total complaints 1,451 366 140 1,957
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Our impact 
The	rise	in	e-ticketing	by	operators	has	led	to	a	significant
increase in complaints from passengers across England. 
The operators we are working with have pledged to make sure 
that no passenger is refused travel as a result of these issues.

A student was regularly being charged the wrong fare by drivers in
Swansea. By working with the operator, we made sure that all staff at the company 
were kept informed of changes to ticket prices. Passengers are now charged the 
correct fare for their journey.

In the Highlands of Scotland, we investigated reports that buses were being driven 
too	fast	for	the	roads	and	conditions.	Our	findings	led	the	operator	to	retrain	drivers	
and carry out ongoing monitoring.

A national operator in England was offering long-term tickets for sale only through 
its app, leaving anyone without access to a smartphone excluded from the deal. 
We got in touch and the operator is now reviewing its practices to make sure tickets 
are available to everyone.

Our report on buses regularly 
‘bunching’ together on a

busy route in Glasgow led
the operator to improve 

communication between 
their staff on the street

and in the control
room. They’re now

providing a far better
service for passengers

on the route.

We turned round an unreliable 
local service for a community 
in Rhondda Cynon Taff. 
Working with the operator 
and local authority to 
monitor the service and  
identify the causes of 
the problems, we have 
ensured the service is 
now punctual and 
running smoothly.



 
   
  

Our impact
A passenger from Guildford 

encountered problems trying to use 
a coach service with an unregistered 

assistance dog. We worked with the 
operator which not only changed 
its policy to allow anyone with an 

assistance animal to travel, but is also 
changing the design of its new vehicles 

to make them more accessible.  

We took part in a research project 
with Professor Roger Mackett of 
University College London, into the 
barriers to using public transport for 
people with mental health issues. 
The	findings	are	helping	to	raise	
awareness of the issues and promote 
change within the bus and
coach industry.

We intervened when a wheelchair 
user was refused travel on a service 
from Aberdeen on the basis that 
their wheelchair was powered. 
The operator has now updated 
its training of front-line staff and 
anyone with a powered wheelchair 
can travel freely on the operator’s
UK services.
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A commuter in Newport was 
concerned by the lack of information 

at bus stops in the area. Anyone 
without a smartphone or a decent 

signal had no way of getting up-to-
date information. We worked with the 

operator and they now make sure 
bus stop information is updated

as a priority.

Our mission is to make public transport 
accessible to everyone and we work 
with local passenger groups, operators, 
local authorities, vehicle designers, 
disability groups, charities, schools and 
local employers to make this happen.
We believe that no-one should be 
denied access to life’s opportunities 
because of a lack of access to transport. 

Transport for everyone



Local communities

 
   
  Our impact

 
“These events are a great way of getting to the heart of what 
really matters to passengers. We always learn something 
and try to make changes – perhaps making an early 
morning journey at a slightly different time or addressing 
a ticketing quirk. It’s also a great chance to share the hard 
work that our teams do behind-the-scenes to get our buses 
on the road every day.” (First Potteries, Stoke-on-Trent)

Following months of uncertainty, Newcastle City Council 
launched a consultation on proposals to close Blackett 
Street permanently to buses. To make sure the concerns 
of the people most likely to be affected were considered, 
we went out and about on the city’s buses to canvass 
opinion, which we submitted as part of our response to the 
consultation.

When concessionary bus passes in Wales were updated, 
passengers had until December 2019 to apply for a new card 
before	they	lost	the	benefit	of	free	travel.	We	worked	with	
local communities to raise awareness of the changes and to 
help people apply for new passes. 

A Your Bus Matters event in North Lanarkshire attracted a 
huge amount of community and media interest when a 
local operator announced it was cancelling a lifeline service 
into neighbouring West Lothian. As a result, First Scotland 
East stepped in to cover the route and has since increased 
frequency so the service is better than ever. 
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Our ‘Your Bus Matters’ and   
consultation events held across 
the UK give local communities 
a voice. 
We bring together the people who use buses  
with the people responsible for running them,  
so they can raise issues, offer constructive  
feedback and improve services.

In 2019/20 we held 19 events in England,
25 in Scotland and 18 in Wales, engaging with
thousands of people and making sure the  
transport needs of local communities are met.



 
   
  Our impact

Our paper ‘Reversing the decline in rural bus services’ examined the reasons for 
the decline and set out a 10 point plan to regenerate the industry and ensure the 
transport needs of rural communities are met. The paper has been widely covered 
in journals, in radio interviews, at events, and in blogs and on social media. 
The findings have been shared with central, national and local government.

As chair of the West Midlands Enhanced Partnership Plan and a panel member 
of the South Yorkshire Bus Review, we have been making sure passengers and 
communities are at the heart of regional bus service planning.

We worked with Stagecoach to design a fleet of full-sized autonomous vehicles 
in Edinburgh that met the needs of all passengers, including those with physical 
disabilities and mental health issues.

During the Covid-19 crisis, we have called for government support for bus services, 
and clarity around guidance on using public transport. We have also urged 
operators to offer no-quibble refunds and keep passengers informed of changes.

As the health crisis progresses, we plan to 
examine how effectively operators have been 
communicating online with passengers, and 
carry out some research on social media to find 
out how people feel about travelling by bus.

Throughout 2019/20, we have continued to hold 
national and local governments to account. We 
have challenged the lack of focus on congestion 
and pollution, and called for greater bus priority 
measures, for bus lanes to remain car-free, and 
for private car use to be actively discouraged 
in favour of the more sustainable and 
environmentally better travel option – the bus.

Putting	people	first 

We make sure the voices of local 
communities are heard when it comes 
to transport planning and delivery. 
We carry out research, run events, respond to
consultations, appear in TV and radio interviews, 
take part in discussion panels and speak at 
government select committees. We put the
transport needs of local communities at
the heart of decision making.
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Staff Costs

Professional Fees

Premises Costs

Travel

Others

IT

20 211,555

15,000

580,538

27,454

618,401

55,169

70,520

36,123

Financial highlights
In 2019/20, our income and expenditure were up slightly
on the previous year.

Total:
835,544

Income from operator fleets saw a 4% fall 
as it is based on the number of vehicles in 
service, and our staff costs and pension 
contributions were up slightly. We also saw 
a rise in IT costs following the introduction 
of a more secure operating system. 

In our first full year as a charitable trust, 
we have been able to start work on a 
fundraising programme which should 
have a positive impact on future income. 

Full reports for our work as an approved 
Alternative Dispute Resolution body for 
the bus and coach industry are available 
on our website. 

 The figures in this section have been 
 examined by external auditors and 
 accounts in statutory format will be 
 published soon.

Total:
807,113

Deposit Interest

Operators

Other Income

Government 
Income

Our direct charitable expenditure - 2019/20

Where our funds come from - 2019/20

27,877



Support our work 

The work of Bus Users is funded by operators, and by 
the governments in Wales, Scotland and England.
As a registered charity, all the funding we receive goes towards 
achieving our mission and helping to keep people and communities 
connected.

To support this vital work, get in touch with us on the details below or 
visit our website to find out how you can make a donation.

You can also sign up to our free, 
electronic newsletter at www.bususers.org

Get in touch

Bus Users UK is a registered charity
(1178677 and SC049144) and a Company Limited 
by Guarantee (04635458).

 0300 111 0001

 enquiries@bususers.org

 www.bususers.org

 www.twitter.com/BusUsersUK

 www.facebook.com/BusUsersUK

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


