
Schedule 5 – Bus Users UK -  2020=2021 

ADR annual activity report 

(a) the number of domestic disputes the ADR entity has received; 
(This is the total number including enquiries received, cases handled and disputes 
rejected) 

 

No. 
enquiries 
received 

(domestic) 

No. enquiries 
received 

(cross-border) 

No. 
disputes 
received 

(domestic) 

No. disputes 
received 

(cross-border) 

No. 
disputes 
accepted 

(domestic) 

No. disputes 
accepted 

(cross-border) 

1102 18 556 7 556 7 

 

 

(b) the types of complaints to which the domestic disputes and cross-border disputes relate; 
(please state as many different types as required) 
 

Types of disputes: 

Service Reliability  

Driver/Staff attitude  

Frequency of service  

Vehicle condition  

Bus failed to stop   

Bus failed to show 

Infrastructure  

Compliment  

Capacity  

Disability Issues 

Accessibility Issues 

Ticket prices  

Ticket acceptance  

Other Ticket Matter  

Concession Pass Matter  

App/Smartcard 

Personal Injury and accident  

Incorrect Information provided  

Lack of information 

Smoking  

Other  

Luggage  

EPRR 

 



 

(c) a description of any systematic or significant problems that occur frequently and lead to 
disputes between consumers and traders of which the ADR entity has become aware 
due to its operations as an ADR entity; 

(please provide description) 

Other Ticket Matter  303 30% 

Driver/Staff attitude  245 24% 

Service Reliability  78 8% 

Other   Various  67 7% 

Lack of information 60 6% 

Bus failed to show 41 4% 

 

Other ticket matters included refunds and season ticket pauses due to Covid restrictions 

Other/various included a wide range of matters referring to things like lost luggage, 
accessibility problems of different kinds and issues with smartcard acceptance.  

 

(d) any recommendations the ADR entity may have as to how the problems referred to in 
paragraph (c) could be avoided or resolved in future, in order to raise traders’ standards 
and to facilitate the exchange of information and best practices; 
(please provide as much information as possible) 

At the start of the pandemic, some operators furloughed all their customer service staff, 
which was unhelpful. This was changed after a short period with most running a partial or full 
service within a few months.  

A clear policy for ticket refunds and pauses would have helped many customers instead of 
the messy situation in which all found themselves. One hopes that, having arrived at a way 
of dealing with these issues, operators will now have a procedure in place for any further 
major interruptions of service which may occur.  

As ever, information on any aspect of their procedures, timetables and issues needs to be 
made available to the public at the earliest opportunity along with a clear mechanism for 
submitting a complaint and escalating it to Bus Users if not satisfied with the response.  

 

(e) the number of disputes which the ADR entity has refused to deal with, and the 
percentage share of the grounds set in paragraph 13 of Schedule 3 on which the ADR 
entity has declined to consider such disputes; 
(please provide a breakdown of reasons and a total number) 
 

Total no. of disputes rejected 570 

 

Reason No. rejected Percentage of 
rejected 

a) the consumer has not attempted to contact the 
trader first 

519 91% 

b) the dispute was frivolous or vexatious  0 0% 

c) the dispute had been previously considered by 
another ADR body or the court 

0 0% 



d) the value fell below the monetary value N/A  

e) the consumer did not submit the disputes within 
the time period specified 

0 0% 

f) dealing with the dispute would have impaired the 
operation of the ADR body 

0 0% 

 

The other 9% of rejected cases were because they were out of scope for the organisation. 
Not sure why that isn’t an accepted reason as no ADR can deal with things it’s not set up to 
handle?  

(f) the percentage of alternative dispute resolution procedures which were discontinued for 
operational reasons and, if known, the reasons for discontinuation; 
(please provide as many reasons as required) 
 

 No. discontinued Percentage of 
discontinued 

Discontinued for operational reasons 6 1% 

 
Reasons for discontinuation: No response from complainant for over 2 months.  

 

(g) the average time taken to resolve domestic disputes and cross-border disputes; 
(please provide the average time from receipt of complaint to closure, AND the average 
time from complete complaint file to closure) 

 Domestic Cross-border 

Average time taken to resolve disputes 
(from receipt of complaint)  

36 days 36 days 

Average time taken to resolve disputes 
(from ‘complete complaint file’) 

17 days 17 days 

 

Total average time taken to resolve disputes 24 days 

 

(h) the rate of compliance, if known, with the outcomes the alternative dispute resolution 
procedures 
(this is the number of traders who complied with the proposed outcome. Please provide 
a percentage) 
 

As all outcomes are negotiated or decided by the final appeal panel, the rate of compliance 
is 100% 

 

(i) This point has been removed in amendments on 1 January 2021 

 

 

 

Please add any additional information or data you think might be useful or interesting at the 
bottom of this report. 



Membership of the main trade association (Confederation of Passenger Transport) includes 
a requirement to engage with Bus Users and to accept and implement the findings of the 
final appeal panel. While not all operators are CPT members, all the major operators are and 
these are the ones most complained about so this is a useful tool.  

(any extra data provided is useful) 

 

 

Schedule 6 Bus Users UK – 2020-2021 

 

(a) the number of disputes received by the ADR entity and the types of complaints to 
which the disputes relate; 
(This is the total number including enquiries received, cases handled and disputes 
rejected with the subject of the dispute) 
 

No. 
enquiries 
received 

(domestic) 

No. enquiries 
received 

(cross-border) 

No. 
disputes 
received 

(domestic) 

No. disputes 
received 

(cross-border) 

No. 
disputes 
accepted 

(domestic) 

No. disputes 
accepted 

(cross-border) 

1102 18 556 7 556 7 

 

Types of disputes:  

 

 

(b) the percentage share of alternative dispute resolution procedures which were 
discontinued before an outcome was reached; 
(% which were discontinued and reasons) 

Reason No. disputes 
discontinued 

Percentage 
discontinued 

Rejected for operational reasons 6 1% 

a) the consumer has not attempted to contact 
the trader first 

519 91% 

b) the dispute was frivolous or vexatious    

c) the dispute had been previously considered 
by another ADR body or the court 

  

d) the value fell below the monetary value   

e) the consumer did not submit the disputes 
within the time period specified 

  

f) dealing with the dispute would have impaired 
the operation of the ADR body 

  

Case withdrawn by consumer   

Case withdrawn by trader   

Solution reached without ADR   

The trader was not a member of the ADR 
scheme (if this is a requirement) 

  

 



(c) the average time taken to resolve the disputes which the ADR entity has received; 
(please provide the average time from receipt of complaint to closure, AND the 
average time from complete complaint file to closure) 

 
 

 Domestic Cross-border 

Average time taken to resolve disputes 
(from receipt of complaint)  

36 days 36 days 

Average time taken to resolve disputes 
(from ‘complete complaint file’) 

17 days 17 days 

 

Total average time taken to resolve disputes 24 days 

 

 

(d) the rate of compliance, if known, with the outcomes of its alternative dispute 
resolution procedures; 
(this is the number of traders who complied with the proposed outcome. Please 
provide a percentage) 

 

100% 

 

(e) any recommendations the ADR entity may have as to how any systematic or 
significant problems that occur frequently and lead to disputes between consumers 
and traders could be avoided or resolved in future; 
(please provide a description) 
 
Better information about disruption; direct free telephone line to customer services; 
an understanding that not all customers have access to the internet nor to 
contactless payment methods; better publi9c awareness of rights and processes to 
follow if not satisfied 

 

(f) This point has been removed in amendments on 1 January 2021 

 

(g) where the ADR entity provided training to its ADR officials, details of the training it 
provides; 
(Please provide a list of all training undertaken by ADR officials over the past 2 
years) 
Detailed training in processes as part of the induction (2 new ADR officials appointed 
during lockdowns so virtual training developed and provided – challenging!). Annual 
update/quiz for all ADR officers and regular monthly team meetings to discuss any 
confusions. Supervisors also ensure their understanding is up to date and guidance 
sheets updated as needs arise.  

 

 



(h) an assessment the effectiveness of an alternative dispute resolution procedure 
offered by the ADR entity and of possible ways of improving its performance. 
(Please provide as much information as possible) 

 

It’s an essential service which is not known about generally so a much wider and 
regular public awareness campaign is needed to support our efforts and those of 
ADRs generally.  

It’s quite easy for people to drift into habits which are not quite correct in terms of the 
process but “easier” for the ADR officials, so it’s vital we keep regular update 
meetings going. During the early part of lockdown, we didn’t hold these enough, but 
we are now back on track so we have seen the difference these make.  

Having some kind of certification option for the ADR officials would be motivating for 
those involved.  

Having developed a database to administer the system and finding it extremely 
difficult to cover all the bases, CTSI may wish to consider offering a basic system for 
use by registered bodies as a product for sale. This should bolt on to any standard 
Excel system. It would have saved us a lot of time and anguish (and probably money 
too!) 

 

Please add any additional information or data you think might be useful or interesting at the 
bottom of this report. (any extra data provided is useful 

 

Membership of the main trade association (Confederation of Passenger Transport) includes 
a requirement to engage with Bus Users and to accept and implement the findings of the 
final appeal panel. While not all operators are CPT members, all the major operators are and 
these are the ones most complained about so this is a useful tool.  

At the risk of repeating the point, a public awareness campaign is critical if consumers are to 
claim their rights in this regard.  

 


