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At the request of Cardiff Council, Bus Users is submitting the following evidence to the Scrutiny 

Committee on Cardiff’s Bus Interchange. This paper focuses on how the interchange should work, 

what is important from the perspective of bus users and whether Bus Users, as a passenger 

representative organisation, has been, and will be involved in future discussions.  

How the Interchange should work 

A bus interchange has to accommodate the needs of all the communities it serves, including people 

with reduced mobility and disabilities, families travelling with children, people travelling for leisure 

and work, and long-distance travellers with luggage.  

Cardiff’s Interchange must be clearly identifiable from the outside with totem pole signage directing 

passengers to the facility (similar to that used for the T9 airport service). 

Located next to the railway station, the Interchange will be ideally placed to encourage multi-modal 

journeys. This would be further enhanced by the creation of a clearly signed, step-free link between 

the railway station and the Interchange, with a covered walkway and tactile-paved route for the 

visually impaired. The current walk from Cardiff Queen Street Station to Sophia Gardens, particularly 

for anyone with mobility issues or carrying luggage, is a barrier for many travellers. The easier 

connection with coach services with the transfer of departures back from Sophia Gardens will be 

very welcome. 

The Interchange needs to be fully accessible throughout and on a single level with no steps. 

Walkway areas should be wide and well-defined to enable social distancing, with tactile paving and a 

hearing loop for sensory impaired passengers. It must be easy to navigate and have comprehensive 

signage with staff available to provide assistance at all times. In order to comply with the Passenger 

Rights in Bus & Coach Regulation, these staff members need to be trained to assist anyone with 

reduced mobility, and to recognise passengers with hidden disabilities. There should be a clearly 

signed passenger assistance point.  

Bus stands 

It has been widely reported that there will be 14 stands in the bus station allocated to bus services 

as they become available using Dynamic Stand Allocation.   

This system is already in use on train services from London, Paddington to Cardiff. Passengers 

congregate on the main concourse until the departures board allocates a platform then rush 
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towards the platform. This presents obvious problems for anyone with a disability or mobility issues 

and is not conducive to the current need for social distancing. 

We would recommend dividing bays into ‘zones’, with each service allocated a regular departure 

zone. Announcements and display screens would signal the precise stand number for each bus in 

plenty of time prior to departure. 

Departure bays need to be clearly marked and provide step-free entry and exit from the bus, and the 

glass structure between the Interchange and the bus needs to be transparent. At the Newport 

Market Square Bus Station, frosted glass has left passengers unable to read the bus destination, 

often missing connections as a result. Safety decals should be used to avoid accidents. 

A visible staff presence and clear communication is critical. At Swansea Bus Station this is not always 

the case, and passengers have missed buses when stand numbers have changed at the last minute 

without any customer notification.  

Customer care 

The Cardiff Bus Interchange should be managed by a single body and have a clear management 

structure with a visible customer service presence. 

Appropriate and visible staffing, from the first to the last bus, is critical in ensuring passengers feel 

safe and secure when using the Interchange. There should also be a clearly signed information 

desk/kiosk along with an out-of-hours information/help point. 

Fully accessible toilets and baby-changing facilities are vitally important and present a huge barrier 

to travel when they are not available. These need to be accessible from the first to last bus, well 

signposted, properly lit, safe, clean and regularly maintained. Adequate seating is another key 

requirement and while social distancing makes this challenging at present, the Interchange needs to 

be future-proofed so sufficient seating is available post-Covid.  

Modern interchanges incorporate retail facilities which are welcomed by passengers. Swansea City 

Bus Station, for example, has a small Co-op, Costa Coffee and Greggs, providing waiting passengers 

with hot food and drinks. These are particularly important for those embarking on long-distance 

coach journeys. The provision of free wifi is also increasingly important and offering work stations 

and meeting rooms for hire would make the Interchange an attractive facility for remote working 

and business start-ups. 

Cardiff Council’s plans to tackle city centre congestion by prioritising road space to active travel and 

public transport are welcome. Incorporating cycle-parking facilities at the Interchange would support 

this aim. 

Communication 

Information about the new Interchange has only been available through the media, leading to 

speculation among passengers that the bus station would not be built. 

There is now a pressing need to reach out to local communities in Cardiff and the wider Valleys and 

to engage people in this process. This is the only way to ensure the new Interchange not only meets 

the needs of current passengers, but that even more people are encouraged to switch to sustainable 

forms of transport. 

Bus Users itself was invited to a meeting with Cardiff Council officers and the developer in 2015 to 

look at the initial plans. We were represented on the Cardiff Council Access Group until early 2018 
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but have had no involvement since then. Like the general public, any information we have obtained 

has been through the local media. 

Summary of key points 

The new Cardiff Bus Interchange must meet the needs of all passengers. To do this, it must be:  

• Clearly identifiable and fully accessible 

• Be well-designed with intuitive layouts, clear signage and CCTV 

• Have a visible staff presence trained to provide reassurance and assistance 

• Provide an information desk/kiosk and an out-of-hours help point  

• Have clearly identifiable departure bays with level access to vehicles 

• Offer visual display screens and audible announcements 

• Provide sufficient, good quality seating, accessible toilets and baby-changing facilities 

• Incorporate retail outlets providing hot food and drinks 

• Be well-maintained and clean 

• While the Interchange should be attractive, the desire to create aesthetically pleasing 

architecture should not be met at the expense of the needs of passengers. 

Bus Users will assist in any way we can to ensure the new Cardiff Bus Interchange meets the needs 

of the communities it serves. 

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 Alliance 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 Charitable Trust Ltd is a registered charity (1178677 and SC049144) and a Company 

Limited by Guarantee (04635458). 

Bus Users UK 
Victoria Charity Centre 
11 Belgrave Road 
London SW1V 1RB 
 
Tel: 03000 111 0001 
enquiries@bususers.org 
www.bususers.org  
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