
1 | P a g e  
 

 
  



2 | P a g e  
 

 

About us 

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

We are 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). 

As well as handling complaints, we work alongside communities to try to make the case for continuing 

service provision and subsidy. We also hold regular events in rural and urban settings so residents can make 

local transport providers and policymakers understand their needs and the impact of poor transport on 

people at risk of social exclusion.  

Our three bus compliance officers monitor bus services, often as a result of complaints received. This work 

occasionally results in a public inquiry overseen by the Traffic Commissioner. 

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

The figures shown in brackets throughout this report relate to 2018/19 

Headlines 2019-20 

 

Complaints 

In 2019/20 we resolved 318 complaints on behalf of bus passengers in Wales 

Bus Users is an approved Alternative Dispute Resolution body for the bus and coach industry. If a passenger 

raises a complaint with an operator and they are not happy with the response, we act on their behalf.  

In 2019/20 we handled complaints on behalf of 318 (328) people relating to 916 (1,107) issues. Of these, 424 
(430) issues were raised in writing, by email and by phone, and 492 (677) issues were raised at our Your Bus 
Matters events across Wales.  
 

 

Headlines 2018/19 2019/20

Complaints 328 318

Issues raised 430 424

Complaints around service reliability 36% 24%

Cases referred to the Bus Appeals Body 8 3

Your Bus Matters events 15 18

People who attended our events 447 371

Issues raised at events 639 480

People at events concerned about service levels 51% 46%

Stakeholders met 67 64

Operators monitored by Bus Complaince Officers 25 25

Areas monitored for BSSG 10 10

Areas monitored for punctuality and reliability 58 72

Services monitored 336 454

Hours of roadside monitoring 3522 3306

No further action by the Traffic Commissioner 11 10

Operator public inquiries 3 2
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Complaints by category  

 

 

 

 

 

 
 
 
 
 
 
 
 

Passenger engagement 

In 2019/20 we held 18 Your Bus Matters events across Wales 

Our Your Bus Matters events bring together the people who use buses with the people responsible for 

running them. 

 

 

 

 
 
 
 

 
These events give operators and local authorities a valuable insight into the needs and concerns of 

passengers. They also give passengers a direct line of communication to the people who run their services. 

All the issues raised at Your Bus Matters events are passed on to the operator or responsible authority and 

followed up to ensure they are responded to. 

 
 
 
 
 
 
 
 

Category 2018/19 2019/20

Service reliability 118 100

Bus failed to show or stop 86 84

Driver / staff attitude 94 64

Ticketing 39 49

Incorrect Information provided 11 38

Access 11 24

Level of service 21 21

Vehicle condition 15 9

Capacity 2 7

Luggage 2 6

Personal injury / accident 5 6

Smoking 0 3

Other 0 1

Passenger rights 3 0

Infrastructure 9 0

Month   Location

April   Welshpool | Cowbridge

July   Port Talbot | Cardiff | Newport | Pontypridd | Newtown

September   Pontypool | Bridgend | Maesteg

October   Lampeter | Aberaeron

November   Neath

December   Blaenau Ffestiniog | Porthmadog | Pwllheli

January   Haverfordwest | Chester
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Issues raised at Your Bus Matters events 

 

Compliance 

In 2019/20 we carried out 3,306 hours of bus service monitoring across Wales 

Our team of three 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 Welsh Government.  

 
 
 
 
 
 
 
 
 

 
  

Category 2018/19 2019/20

Level of service 347 221

Service reliability 106 73

Driver / staff attitude 39 51

Bus failed to stop / show 72 46

Ticketing 38 18

Infrastructure 15 18

Vehicle condition 19 15

Compliment 29 12

Access 2 12

Incorrect information 5 9

Capacity 5 5

Work statistics
Average % per 

month 2019/20

Research / preparation 5

Operational monitoring 75

Analysis / casework 10

Compliance visits 5

CD / admin 5

Punctuality figures
Average % per 

month 2019/20

North Wales 81

South East Wales 79

South West Wales 90
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Stakeholder Liaison 

We attended meetings throughout 2019/20 which include learning opportunities, relationship building and 

opportunities to raise awareness of our work.   

The organisations we met with during 2019/20 included: 

 

Our impact 

Bus Users became a registered charity in England and Wales in June 2018, and in Scotland in March 2019. 

Our Mission is to campaign for inclusive, accessible transport. 

Complaint handling 

A dispute with a bus driver left a passenger hesitant to use their local service for fear of being denied entry 

to the bus. We contacted the operator and arranged to broker an operator/complainant resolution meeting 

where the issue was addressed and passenger was reassured that they could travel risk free. 

A passenger discovered that her luggage was missing when alighting a coach service on her return from 

holiday. The complainant was disappointed in the way that the matter was handled by the operator and 

believed that they had not shown reasonable customer care in their investigation into the whereabouts of 

their luggage. After contact from us, the operator determined that the handling of the matter did not meet 

the desired standard of customer service and offered the passenger a generous gesture of goodwill for the 

inconvenience and distress caused to them by the handling of the issue. 

A student was frequently being charged the wrong fare by bus drivers despite previously contacting the bus 

operator to report the issue. After Bus Users contacted the bus operator, they discovered that updates 

concerning the new fare structure were not effectively being shared with their whole team. The passenger 

was reimbursed the extra they had paid and reported that the issue was no longer ongoing. 

A commuter was unhappy with the lack of up-to-date information proved at bus stops in their local areas. 

They also noted the frustration of fellow commuters without access to a smartphone for the most up to date 

time table information. Unhappy with the response of the operator, they contacted Bus Users. We chaired a 

meeting to allow the passenger to express their frustration with the lack of information at the bus stops, 

while allowing the bus operator to explain the challenges of updating information. As a result, the bus 

operator agreed to focus more on amending the timetables at the bus stop. 

AMs First Cymru Richards Bros

Arriva Buses Wales Greener journeys RNIB

Arriva Trains Wales Guide Dogs Stagecoach in south Wales

ATCO/CSS ITV Sustrans

BBC Lloyds Coaches South East Wales Transport Commission

CAB Local authorities x18 South Wales Transport

Cardiff Bus London Travelwatch South West Wales Transport Forum

CIHT Mid Wales Travel Tanat Valley Coaches

CILT Ministerial Advisory Forum on Ageing Traffic Commissioner

Citizens Panel Usk MPs Transport for Wales

CPT NAT TfW Rails

CTA National Express Traveline Cymru

DVSA Network Rail Transport Focus

Edwards Coaches Newport Transport UK Bus Awards

EIS Committee Older Peoples Commissioner Welsh Government

First Call Travel PAVO WLGA



6 | P a g e  
 

 

A passenger complained about the reliability of her local service and the negative impact on her studies as 

she relied on the service to go to college. Information was passed to our BCOs to monitor who determined 

that the complaint was justified. The Operator apologised to the customer and made a gesture of goodwill 

for times bus had failed to operate and repayment of taxi fares. 

The first service of the day regularly failed to operate resulting in a passenger being late for work. 

Information was passed to our BCOs to monitor who determined that the complaint was justified. Visit to 

operator with BCO and Director to discuss and ensure matter was resolved. 

Multiple complaints were received from a community concerning the reliability of their local bus service and 

the impact it was having on their daily routine. Bus Users partnered with the local authority to conduct a 

meeting with the bus operator to convey the frustrations of the passengers, collaborating to monitor the 

service and address the causes of the issues. There have since been amendments and provisions put into 

place to ensure the service maintains a higher standard of punctuality and we have received no further 

complaints. 

Passengers 

“It seems that your organisation is the only one that is willing to listen to individuals and fight for consumer 

rights and the work you are doing is terrific.” 

“Please accept my sincere gratitude for your interventions and various follow ups.” 

“This has been an absolute nightmare for me. Thank goodness for Laurie Pitt (Bus Users), who has worked 

exceptionally hard to offer advice and support throughout the process.” 

Stakeholders 

At interviews with young bus managers for the UK Bus Awards, we ask questions as to how they look at the 

needs of passengers when designing services. 

We represent the interests of passengers to the TrawsCymru Board and provide input into the strategic 

management of TrawsCymru services putting forward the case for the services to serve rural locations to 

meet the needs of the socially excluded.  

We are members of the European Passengers Federation which is an organisation of passenger 

representative groups in Europe. We attend meetings and provide input into bus matters and share 

experiences across Europe.  

The media 

During 2019/20 we took part in radio and TV interviews for the BBC and ITV, highlighting the vital role of bus 

services for people and communities across Wales. We are also active on social media and have 4,500 

followers on Twitter and nearly 2,000 followers on Facebook. 

Consultations  

Our consultation response to the Environment Infrastructure and Skills Committee enquiry into the Future 

for Transport for Wales TfW resulted in an invitation to provide oral evidence before the committee.  

We provided a response to the Welsh Government White Paper on improving Public Transport highlighting 

that Franchising has not been proven to work in the UK and would require significant funding. We suggested 

that a partnership approach would work better in the interest of passengers 
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Events 

These events provide an opportunity to inform and educate passengers how bus services operate explaining 

the difference between commercial and supported services and the effects of social and economic changes.  

Blaenau Ffestiniog/Porthmadog/Pwllheli A local bus service had been experiencing some issues and local 

residents gave feedback which informed timetable changes to the service. 

Newtown/Welshpool In partnership with TrawsCymru Network Manager, an event was held to promote 

new T12 service 

Pontypridd As part of catch the bus week we hosted an event in Pontypridd. The local MP Owen Smith 

attended as he had a lot of complaints from residents about one operator’s services. The new MD of the 

operator attended and was able to speak to the MP to discuss his concerns and passenger complaints. BCO 

monitoring of services as a follow up. 

Port Talbot To assist with the roll out of the recent renewals of concessionary Bus Passes in Wales, we 

organised an event to enhance awareness of the changes and help local residents in their application for the 

new pass. Staff from the local authority were on hand with tablets so that passengers could apply for a 

renewal of their bus pass at the event.  

Local representation 

Our North East Wales local representative has worked with Gwynedd Council and local operators to provide 

comments and suggestions as how to make best use of resources to serve rural communities in Gwynedd.  

1 - A55 road improvements at Penmaenmawr and Llanfairfechan. Bus Users input to consultation on options 

helped to influence the decision to adopt the options for both junctions with the maximum benefits to 

buses. Some options would have added to bus journey times and threatened services through the villages.  

2 - Worked with local councillor and operators to reinstate Caernarfon town service 92A to previous hourly 

service and improve the service to Ysbyti Eryri from two per day to every 2 hours at no cost to the local 

authority in June 2019. 

3 – Worked with operator to divert a Sunday Caernarfon to Llanberis service to serve Morrisons store from 

September 2019 also at no cost to the local authority. 

4 - Worked with Conwy Council on draft for an improved service to Abergele Hospital together with another 

local representative, Mark Jones.  

5 - Worked with local operator to arrange early evening connections between trains and buses at Blaenau 

Ffestiniog following comments from users at YBM events. This was implemented in summer 2019. 

Local representatives regularly highlight discrepancies in Traveline Cymru information to avoid confusion 

and misinformation 

We are members of the European Passengers Federation which is an organisation of passenger 

representative groups in Europe. We attend meetings and provide input into bus matters and share 

experiences across Europe. 
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Mystery travelling 

We have conducted mystery traveller journeys by coach and provided feedback on these to National 

Express. 

Staff members and local representatives regularly travel by bus to understand the issues faced by users. 

Welsh Government officials attend our local representative meeting and take forward the issues raised. The 

results have included improvements to frequencies and removing anomalies. 

Monitoring 

Our Bus Compliance Officers (BCOs) conduct roadside monitoring and investigate complaints that refer to 

punctuality issues. BCO’s compile reports and where adherence to timetable punctuality is poor, reports are 

sent to the Traffic Commissioner who has the option to call an operator before a Public Inquiry. There have 

been 2 such inquiries this year involving First Cymru and Snowdonia Travel trading as CityFox. In both cases 

the inquiries resulted in fines for the operators. 

Below are some examples where as a result of a complaint and our monitoring, services were changed. 

BCO report into punctuality was provided to an operator who then used this to illustrate to the local 

authority the need to resolve congestion issues affecting bus services 

Same operator as a result of the above monitoring report recruited a full time supervisor in the bus station 

to assist passengers, offering advice and guidance regarding late running and cancelled services 

BCO monitoring report highlighted reliability issues with services regularly running late. A meeting with the 

operator resulted in roster changes to improve punctuality. Further monitoring confirmed improvement in 

punctuality to improve services for the benefit of passengers. 

BCO monitoring report highlighted services were running early. Brought to the attention of the operator 

who discussed report with drivers which resulted in services running to time. 

BCO observations revealed that destination displays on services were showing the actual destination in a 

smaller font than intermediate via points along the route.  BCO worked with the operator and the relevant 

local authority to show final destination of services in the correct font. 

BCO observations of a new local authority contract established that the timetable was unrealistic in terms of 

punctuality and resulted in an unreliable service. BCO worked with the local authority and bus operator to 

make amendments to the timetable so that it now runs to time, improving passengers experience in using 

the service. 

BCO observations of drivers not in specific uniform used by operators to ensure that uniform procedures are 

adhered to. 

Numerous examples of bus service timetables changed by operators as a result of BCO monitoring, making 

services more reliable and encouraging passengers to use services with increasing confidence of their 

reliability. 
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