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Bus operator response to Covid-19 in Wales 
 
September 2020  
 
In June 2020, Bus Users reported on the way operators in Wales were communicating online with 
their passengers during the early days of the pandemic. We have been examining what, if anything, 
operators have been doing since then to improve the way they communicate with passengers and 
what measures they have put in place to get people back on board. 
 
The number of operators using online platforms to update passengers has remained at the same 
level since June: 

 52% have Covid-19 information available on their websites 

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

 9% have information on ticket refunds 

 81% have contact information 

 72% use social media to widely varying degrees. 
 
While some operators are performing poorly when it comes to engaging with passengers, many are 
harnessing technology in innovative and creative ways to ensure passengers in Wales can travel 
safely and with confidence. 
 
Please note that government advice on travelling may have changed since this report was produced. The 
following reflects the situation at the time. 

 

Good practice 
 
Clear and simple 
Operators have been producing a range of material both on and offline, explaining in clear and 
simple terms what measures are in place for passengers. Many, like Newport Bus and Cardiff Bus, 
have produced eye-catching graphics accessible to most passengers. 
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Cleaning up 
Operators across Wales have been undertaking enhanced cleaning regimes to make bus travel as 
safe as possible. Many have communicated their work in this area extensively on social media, 
helping to reassure passengers.  
 

 
 
Some operators, like Cardiff Bus and Stagecoach South Wales, have produced short videos advising 
passengers about their journey and what resources are available (watch the video in full). 

 

 
 

bit.ly/3h8eTgq
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Covering up 
In July, face coverings became mandatory on public transport in Wales for all passengers except 
those with a medical exemption. This has become a divisive issue across the UK with many 
passengers reporting being made to feel uncomfortable or experiencing abuse for not wearing a face 
covering.  
 
Operators and transport bodies like Transport for Wales have made it clear that not everyone can 
wear a face covering. Here they call for people to be respectful of passengers who may have a 
medical exemption. 
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Reducing contact 
Operators have been encouraging the use of contactless payments to reduce the risk of transmission. 
With many people still reliant on cash, however, most have continued to accept exact fare only 
payments. 
  

 
 
 

Increasing capacity 
Some operators in Wales have been able to increase capacity on buses from 25% to around 50% and 
still comply with social distancing and other safety measures. This has included running larger 
vehicles and increasing the number of buses. 
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Technology 
Innovations in technology are also making it possible for operators to comply with safety guidelines 
while still meeting the needs of passengers. Express Mode for Apple Pay, for example, means 
passengers do not have to remove their face coverings to use facial recognition. 

 

 
 
 
The number of apps has grown rapidly with many now enabling passengers not only to buy tickets 
through their mobile device, but also to check whether there is space on a service. The Newport Bus 
app lets passengers purchase tickets, view real time bus information and check occupancy. 
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Stagecoach have developed a Busy Bus indicator using a simple, traffic light colour coding system. 
 

 
 
First Cymru has been trialling a ticket machine that registers the number of passengers boarding. As 
they disembark the driver presses a button connected to the destination display, which alternates 
between showing the final destination and the number of seats available. 

 

 
 
School run 
As schools and colleges prepared for the return of students, some operators launched dedicated 
timetable and safety information. Others enabled on-app ticket purchasing and ran larger or 
duplicate vehicles specifically for students. 
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Conclusion 
The messaging from government around public transport is constantly changing as the pandemic 
progresses. There has been some outstanding work being done in response to this by operators and 
transport bodies across Wales, with support from Welsh Government, to make bus travel as safe and 
accessible as possible. 
 
Some operators are embracing technology and using innovative and creative solutions to engage 
passengers and communicate essential travel information.  
 
Not all operators are taking advantage of the available tools, however. While resources are clearly an 
issue, social media offers an accessible platform to even the smallest operator, enabling them to 
communicate direct with passengers and relay critical information in real-time. 
 
Even with existing websites and social media platforms, some operators are failing to update their 
information or offer reassurances to passengers of the work being done to make their journeys safe. 
 
While the future is uncertain, it will be critical for the future sustainability of bus services in Wales, 
that operators take every available opportunity to get passengers back on board. 
 

About Bus Users 
Bus Users campaigns for inclusive, accessible transport. 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 Legislation. We are also part of a 
Sustainable Transport Group of organisations working to promote the benefits of public, shared and 
active travel. 
 
Alongside our complaints work we investigate and monitor services and work with operators and 
transport providers to improve services for everyone. We run events, carry out research, respond to 
consultations, speak at government select committees and take part in industry events to make sure 
the voice of the passenger is heard.  

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