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About us 

Bus Users is a registered charity committed to making transport inclusive and accessible.  

We handle complaints, campaign for better services, and give passengers and communities a voice.  

We believe all passengers have a right to expect:  

 clear information on buses serving each stop 

 advance notice of service changes 

 friendly, helpful drivers and staff 

 clean, accessible and well-presented buses 

 a safe and smooth journey 

 in-bus information (ideally audio/visual next stop information) 

 prompt and appropriate complaint handling 

 bus priority measures and strict parking controls so buses can run on time. 

 

Bus Users is a charity registered in Scotland (SC049144), an approved Alternative Dispute Resolution 

(ADR) body for bus and coach passengers and the nominated body for dealing with complaints 

under the Passenger Rights Regulation. 

There are seven members of our team in Scotland including Director Greig Mackay, Programme 

Manager Hanna Leask, Complaints Administrator Paula Jach and four Bus Compliance Officers.  

You can find out more about our work and keep up-to-date with our latest news at ww.bususers.org 

Complaints and monitoring 

In 2019/20 we resolved over 700 complaints on behalf of bus passengers in Scotland 

In cases where we’re unable to negotiate a satisfactory outcome for a complainant, there is a right 

of appeal to the Bus Appeals Body Scotland (BABScot), which consists of two independent 

arbitrators representing passengers and the bus industry. 

Under the terms of a grant from Transport Scotland, Bus Users investigates complaints from 

passengers about bus and express coach services in Scotland, provides advocacy on matters relating 

to bus passengers for Transport Scotland, and monitors bus services throughout Scotland.   

We also work with key stakeholders to ensure that public transport and transport interchanges are 

accessible to all.  

Stage One complaints often reach us because passengers are uncertain where to address their 

complaint. These complaints are logged and re-directed to the bus operator or local authority/RTP 

concerned, with a request that we are copied in on all subsequent correspondence.  

Stage Two/ADR complaints are raised when a passenger is unhappy with the way a bus company or 

local authority has responded to their complaint. We handle the complaint on their behalf and may 

occasionally undertake monitoring of the service in question. 
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Complaints category 2018/19 compared with 2019/20 

 

 
 
 
 
 
 

 
 
In 2019-20 driver/staff attitude received a significantly higher number of complaints than any other 

category. Complaints around service reliability and buses failing to show and stop were also high, 

reflecting the gap between what passengers want from a service and what they actually get.   

 

  
Code Category 2018/19 2019/20

2 Driver/Staff attitude 327 299

1 Service Reliability 324 239

5b Bus failed to show 193 153

4 Vehicle condition 95 75

5a Bus failed to stop  73 69

10c Other Ticket Matter 84 57

6 Infrastructure 43 46

3 Frequency of service 79 45

12a Lack of information 0 33

10a Ticket prices 38 31

12 Incorrect Information provided 64 29

11 Personal Injury and accident 22 23

10b Ticket acceptance 24 19

10e App/Smartcard 0 18

14 Other 6 14

8 Capacity 12 10

10d Concession Pass Matter 21 9

9a Disability Issues 15 9

9b Accessibility Issues 12 8

7 Compliment 6 7

15 Luggage 5 2

13 Smoking 1 2

16 EPRR 1 0

 2018/19 2019/20 Change Change%

Stage 1 499 397 -102 -20%

Stage 2 372 376 4 1%

Total 871 773 -98 -11%
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In response to the rise in technology, App/Smartcard and Lack of information are new complaints’ 

categories. While technology can benefit passengers, how operators respond when it goes wrong is 

where complaints tend to occur. With so many people still without access to the Internet, it is 

important that cash payments remain an option and that information is accessible, including real-

time displays at bus stops and transport interchanges. These are often either turned off, or showing 

scheduled timetables rather than real-time information.   

Complaints category 2018/19 compared with 2019/20 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
The geographical spread of complaints is shown by Regional Transport Partnership (RTP) area, 
calculated on a population per capita basis. SPT and Nestrans recorded the joint highest number of 
complaints, with 21%. Tactran, SEStran and Hitrans all had a similar percentage count, not too 
dissimilar to SPT and Nestrans. Swestrans had only 6% and there were no recorded complaints from 
Zetrans.  
 
Compared with 2018-19, Tactran had a decrease in complaints, whereas Hitrans and Nestrans 

showed a slight increase.  This was possibly due to network changes in the North of Scotland. 
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Complaints by RTP 2019-20 per capita basis   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Complaints by RTP 2019/20 per capital basis compared with 2018/19 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

We received a complaint from a passenger who uses a powered wheelchair. He had been advised by 

the operator to book online and call back with a reference number to reserve the wheelchair space. 

When he did so, he was told that as his chair was powered, he could not travel. We escalated the 

complaint on the passenger’s behalf and suggested the operator update its training of front-line staff 

regarding accessibility. We also made sure that passengers with powered wheelchairs are able to 

travel freely on the operator’s UK coach services. The passenger received a personal apology.  



6 | P a g e  
 

 
 
Alternative Dispute Resolution (ADR) 

As well as being the body for dealing with complaints under the Passenger Rights in Bus and Coach 

Legislation, we are also an approved Alternative Dispute Resolution Body for bus and coach 

passengers.  

In 2019/20 we dealt with 366 ADR complaints in Scotland, comprising 428 separate complaint 

categories. The average time taken from receiving a complaint to resolving it was 23 days, well 

within ADR guidelines of 90 days. The majority of complaints (69%) inevitably concerned Scotland’s 

large group operators which operate the highest number of services. 

Compliance 

In 2019/20 we carried out over 5,000 hours of on-bus and roadside monitoring 

Our team of four Bus Compliance Officers (BCOs) monitor services and write up reports which we 

share with the bus company concerned, the Office of the Traffic Commissioner and the Scottish 

Government.  

Our monitoring work can lead to a Public Inquiry at The Office of The Traffic Commissioner. 

Impact  

In Scotland we perform a bus compliance monitoring role for Transport Scotland and the Traffic 

Commissioner’s office. Our BCOs monitor the reliability and punctuality of bus services throughout 

the country, working to the times registered by bus operators with the Traffic Commissioner. We 

measure performance against the window of tolerance laid down by the Traffic Commissioners 

across the UK (currently up to one minute early and five minutes late) at prescribed timing-points, 

using GPS-controlled watches or mobile technology for accuracy. This work is carried out round-the-

clock to obtain an accurate picture of how bus services perform for all passengers. 

We respond to calls from the Traffic Commissioner’s office, Transport Scotland, complaints received 

by Bus Users, and concerns expressed by passengers or local authorities, and we carry out random 

monitoring throughout Scotland. Our BCOs work incognito and report back to the Traffic 

Commissioner and to the bus operators and local authorities running the service. Around 3% of our 

monitoring time (150 hours annually) involves compliance meetings with operators, highlighting 

arears of poor performance and unreliability that require action. We also monitor at-stop and online 

information, vehicle condition, driver attitude, driving skills and accessibility. 

Once our compliance reports have been submitted, we work with the operator or local authority to 

look at what changes can be made to address areas of concern, and undertake reviews to assess the 

effectiveness of these changes. 

This way of working provides vital intelligence on a bus company’s services which can help to 

improve services for all passengers. This work is so valuable that operators and local authorities are 

increasingly asking us to carry out monitoring on their routes and infrastructure so they can gain an 

accurate picture of their services from the passenger’s perspective. 

During 2019/20 our monitoring work covered much of Scotland, from the Borders and Dumfries & 

Galloway up to the north-east and Highlands and included Scottish registered services operating 

between Glasgow and Belfast and South East/West Scotland, across the border into England.  
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Much of this work is concentrated in Scotland’s Central Belt and north east corridor, where the 

majority of bus services operate, and where standards tend to vary. 

In 2019/20, our BCOs were given Scottish Concession cards so they could investigate over-staging 

claims on behalf of Transport Scotland. We were able to identify whether the issue was with the 

driver, or whether it required further, back-office checks.  Transport Scotland provided us with the 

services and routes it wanted investigated, and the BCOs reported back directly to the concession 

card fraud team with their findings. 

When a bus route in Perth was extended, it resulted in frequently late services. Our monitoring work 

led to the original route being reinstated and the return of a punctual service for passengers. 

On a busy route in Glasgow we were asked to investigate buses ‘bunching’ together. Our findings led 

the operator to increase its on-street steward presence and improve communication between its on-

street teams and control room. They’re now providing a far better service for passengers on the 

route. 

Engagement 

In 2019/20 we held 25 Your Bus Matters events across Scotland 

We host Your Bus Matters events across Scotland which bring together the people who use buses 

with the people responsible for running them.  

We also work closely with operators, passenger groups, local authorities, local council transport 

forums, and the seven RTPs to improve local bus services and ensure the transport needs of 

communities are met. 

Communities 

Through our programme of Your Bus Matters events in 2019/20 we engaged with around 1,500 

people in communities across Scotland. We run these events with operators of all sizes and local 

authorities, and select locations in response to concerns about bus services, major route changes, or 

where an operator wants to find out more about its passengers.   

Alongside constructive feedback and praise for services and staff, concerns are raised around cuts to 

subsidised and commercial services, punctuality, vehicle types/condition and the frequency of 

services provided. We make sure that the people responsible for running and funding bus services 

are on hand to deal with questions and respond to feedback. We also make sure that comments and 

complaints are followed up so improvements to services can be made. 

Throughout the summer of 2019 we worked in partnership with McGill’s Buses supporting their 

programme of ‘Catch the Buzz’ events. 

We met with students in Abertay, Dundee and Queen Margaret Universities during their Freshers’ 

Week to find out what they think about local bus services. The feedback has been so useful we plan 

to continue the work in the future. 

Along with Lothian Buses, we took part in Midlothian Council’s ‘Trya-Bus’ Days. The events give 

people with disabilities and anyone not familiar with using the bus, the chance to practice getting on 

and off at their own pace.  
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We are also working with RNIB and Guide Dogs Scotland and hope to run some workshops later in 

2020, and we are raising awareness of the Thistle Assistance Card and promoting good practice in 

this field with operators in the SEStran region. 

During 2019/20 we had over 4,000 followers on Twitter and nearly 2,000 followers on Facebook. 

Our Your Bus Matters event in Shotts was held when a service between Shotts and Livingston was 

cut. The event was well-attended and received significant local media coverage. In response to the 

strength of public feeling, Strathclyde Partnership for Transport temporarily subsidised a new service 

until a commercial service could be secured in the longer-term. 

Stakeholders 

Throughout 2019/20 we worked with key stakeholders and industry bodies to ensure passengers are 

at the heart of decision making when it comes to transport. 

Highlights included:  

 Aberdeen Bus Alliance Board  

 West Lothian Public Transport Forum  

 Stirling Public Transport Users Group  

 Bus Stakeholder Group East Lothian  

 Falkirk Public Transport Forum 

 Lochaber Transport Forum 

 Transport Scotland Bus Stakeholder Group 

 

We have been particularly active around rural transport and delivered our paper ‘Reversing the 

Decline in Rural Transport’ to Outside the Box in Galashiels and the Scottish Borders Rural Transport 

Seminar. We attended the second annual Rural Transport Conference in Angus and provided 

valuable feedback to Dumfries & Galloway Council through its stakeholder engagement workshop. 

We worked with the Scottish Borders Council which was looking to review contracted services in a 

rural village close to the border of England. We conducted passenger surveys and held a Your Bus 

Matters event in the village to provide the council with solid data on which to base its decisions on 

contracts. Bus services are a lifeline to the village and our work was pivotal in ensuring the changes 

made actually improved connectivity to other services in the neighbouring town. 

2019/20 was a busy year for public transport in Scotland and we responded to consultations and 

attended workshops including the Strategic Transport Projects Review and the National Transport 

Strategy Review. We made recommendations to the consultation on extending Edinburgh’s bus lane 

hours of operation from 7am to 7pm, seven days a week. This extension would have little impact on 

improving bus service reliability as bus lanes are not currently properly enforced. We suggested 

making bus lanes operational 24 hours a day with proper enforcement and traffic management. This 

will improve bus service reliability and feed into the City’s plans for a low emission zone by 

encouraging the use of public transport. We are awaiting the outcome of this consultation. 

Throughout 2019/20 we ran workshops with groups like Grampian Regional Equality Council and the 

Destitute Asylum Seeker Service in Glasgow, the latter of which highlighted some of the barriers 

facing asylum seekers and refugees when using bus services.  
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We also attended the launch of the Legal Support for Transport event by the Equality & Human 

Rights Commission and have continued to share knowledge and work in partnership with them. 

Accessibility has been a crucial theme for 2019/20 and we worked closely with bus and coach 

operators, local authorities, the seven RTPs and Transport Scotland to improve accessibility for 

everyone. This is a particularly important issue given the heavy reliance in Scotland on interurban 

coaches.  PSVAR 2000 Schedule 3 needs to be reviewed to ensure that new vehicle design conforms 

to higher accessibility standards so passengers of all ages and mobility can travel with confidence. 

Most bus operators are in the process of making fleet decisions now, to meet the demands of clean 

air and low emission zones. Coaches are typically in service for 10 to 15 years so it is vital that 

improvements around accessibility are made before vehicles are commissioned. 

We took part in the CAV Forth Design Jam, part of a collaborative project to design and develop a 

fleet of full-size, autonomous vehicles. The event provided information on the project and explored 

some of the myths surrounding autonomous vehicles. We are now part of the Co-Design Panel that 

will have a direct influence over the design of the bus service and ensure it is inclusive, accessible 

and provides a positive experience for passengers. 

Covid-19  

The response of Scotland’s bus industry to the pandemic has been fast and effective. The Traffic 

Commissioner took temporary steps so operators could make changes to the bus network at short 

notice. This meant bus services in Scotland could adapt rapidly to the evolving crisis. 

Throughout the Covid-19 pandemic we have supported the vital work of the bus industry in keeping 

Scotland moving. Along with our colleagues in the rest of the UK, we recorded a thank you video 

honouring the incredible transport workers who put their lives on the line serving our communities. 

Because of the health crisis we have had to cancel the events we had scheduled for March and April. 

These included a Your Bus Matters event in Denholm, a focus group with RNIB and one with Guide 

Dogs Scotland, and a Your Bus Matters event at Edinburgh Bus Station. We hope to reschedule these 

events for later in the year and, in the meantime, plan to run some events ‘virtually’.  

Looking ahead 

The biggest challenge facing the whole of the UK now is to ensure that bus and coach services are 

sustainable for the future. To do that we need to get people back on board and we will continue to 

support the industry in Scotland to make passengers feel safe and confident about travelling. 

Over the next three years the focus of our work will be: 

 removing barriers to public transport  

 positioning the bus as an agent against climate change 

 promoting public transport successes 

 and examining technology as a tool for inclusivity. 

 

For 2020/21, we remain committed to ensuring passengers are at the forefront of transport 
planning and delivery. We will work with the Scottish bus industry, central and local government and 
the Office of the Traffic Commissioner to improve services so that buses in Scotland are inclusive and 
accessible to everyone.    
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