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

We are the only approved Alternative Dispute Resolution body for 
bus and coach passengers, and the designated body for handling 
complaints under the Passenger Rights Regulation.

As well as handling complaints, we campaign for better services and
give passengers and communities a voice. You can find out more about
our work and keep up-to-date with our latest news at www.bususers.org

Covid-19
Throughout the health crisis, transport workers across England have been on the frontline, keeping the 
country moving and ensuring keyworkers can get to where they are needed most. During 2020/21, we 
focused our work on supporting operators and passengers, so that those who needed to make essential 
journeys could do so safely, and with confidence. 

We campaigned throughout the pandemic on behalf of all those who rely on buses to make essential 
journeys. In an open letter, we called for operators to communicate clearly with passengers and provide 
accurate and timely information. We asked them to offer no quibble refunds, to automatically pause 
period tickets, and to accept other operators’ tickets.  

We called for Government support and funding for bus and coach operators. In a joint letter to Grant 
Shapps MP, Secretary of State for Transport, we set out proposals for increasing capacity to meet 
increasing demand as travel restrictions ease, in order to ensure a green post-pandemic recovery.

Cashless payments have become the norm during the pandemic, despite no evidence 
linking handling cash to Covid-19 transmission. Cashless payments prevent millions 

of people without bank accounts from travelling, so we have been highlighting 
the need to retain exact-change payments as the safest and fairest way to 
keep people moving.

As face coverings became mandatory on public transport in England, 
passengers who were medically exempt were facing abuse for not wearing 

them. We have raised awareness of medical exemptions across social media 
and continue to challenge any messaging that fails to mention it.

We shadowed a bus user who is medically exempt from wearing a face covering to 
find out what it’s really like when travelling with and without a face covering. We spent the day with them 
and shared the experience in an article for Coach & Bus Week magazine.
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We ran a survey to find out how passengers were feeling about using the bus during the pandemic, 
how they felt about travelling without a face covering if they were medically exempt, and how they felt 
about getting back on board as travel restrictions ease. We shared the results with transport bodies and 
operators to inform how they communicate with passengers.

We developed #BeBusKind an online social media campaign encouraging passengers and staff to 
respect each other when travelling. The campaign has been incredibly well received with operators and 
other organisations adopting our graphics and hashtag in their social media postings.

We have challenged messaging from Government and local authorities, demonising public transport 
despite there being no evidence to show bus travel is unsafe. We have supported the work of operators 
to protect their drivers and passengers including enhanced cleaning regimes and innovations to 
minimise face-to-face contact. We have called on the Government to encourage people back onto   
the bus.

We published a report examining how well operators have been communicating with passengers 
during the pandemic, particularly around the safety of bus travel and changes to services.

We have celebrated the incredible work being done by operators to respond to the pandemic and keep 
passengers moving. In a ‘Thank You’ video we honoured the courageous bus and transport workers 
putting their lives on the line to serve our communities.

Complaints headlines 2020/21
   Top 5 UK Complaint Codes

  Other ticket matter  303 30%

  Driver/Staff attitude   245 24%

  Service reliability   78 8%

  Other    67 7%

  Lack of information  60 6%

  Bus failed to show  41 4%

  Total  794 79%
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Benefiting passengers
During 2020/21 we have called for support for bus and coach operators so they can continue to run 
vital services and keep us all moving. We have asked operators for no-quibble refunds, exact change 
payments and to accept other operators' tickets. We have raised awareness of the need for drivers 
and passengers to respect face-mask exemptions, and made sure all passengers are kept informed of 
travel guidance and service changes, including those of us without internet access. And we have called 
on government and local authorities to reassure passengers that public transport is safe.

What passengers have said

“Thank you very much for your great help!”

“You have been amazing. It’s good to be in contact with someone
who is genuine and fully appreciates the customer experience.”

“Thank you very much for all your hard work! What a great job 
you have done.”

“I just wanted to say a huge thanks for your input and keeping 
me informed. You were brilliant, thank you!”

“Well thanks for sorting this out so quickly. Great job, well done!”

I would like to thank you for your assistance and patience with 
this complaint. It would never have reached a positive ending 
without your help and support; you did a great job!

“Bus Users have been very helpful, resolving individual 
complaints on poor service - leading to improvements for 
myself and other passengers, and raising very important 
general issues regarding public transport.”
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Resolving your complaints
Complaints to Bus Users were down by 69% in 2020/21, reflecting the extraordinary events of the past 
year. For the first time, ‘Ticketing’ (other than price, acceptance and apps) attracted the most complaints        
at 33%, followed by ‘Driver/Staff Attitude’ at 25%, and ‘Service Reliability’ and ‘No information provided’ 
both at 6%. 

Complaints successfully resolved for passengers 2020/21

  Issues raised 2019/20 2020/21
  Other ticket matters 554 263
  Driver/staff attitude 716 200
  Other 103 58
  Service reliability 491 48
  No information provided 0 48
  Bus failed to show 326 40
  Bus failed to stop 97 26
  Ticketing: Apps/Smart Cards 89 24
  Personal injury and accident 32 14
  Disability issues 40 12
  Vehicle condition/type 79 11
  Luggage 60 10
  Capacity 16 9
  Accessibility issues 16 8
  Ticket acceptance 40 8
  Ticket prices 43 7
  Passenger Rights 23 5
  Concession pass matter 16 4
  Infrastructure 2 2
  Frequency of service 12 1
  Compliments 0 1
  Smoking 1 1
  Incorrect information provided 161 0
  Total issues 2,917 800
  Total complaints 1,451 451

Our impact

A ramp was lowered on an elderly, disabled passenger damaging her walking frame. With our help, 
the passenger was fully reimbursed for the cost of a replacement. 

When face coverings became mandatory on public transport, an operator refused travel to anyone 
exempt from wearing a face covering. We took the unprecedented step of contacting the Equalities and 
Human Rights Commission as these actions contravened the Equalities Act 2010.
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Transport for everyone
Lockdown has raised its own challenges when it comes to making transport fair and accessible. Over the 
past year we have spoken up for people facing abuse when travelling without a face covering despite 
being exempt; passengers without internet access being unable to get service updates or benefit from 
mobile ticketing deals; and the millions of people without a bank account who still need to pay cash for 
their tickets. 

Our impact

We urged the Government, in writing and on social media, to provide financial support to bus and 
coach operators. This support is vital in protecting these lifeline services during the pandemic and 
beyond.

Travel restrictions and social distancing have been particularly tough on people with disabilities. We 
have called on local authorities to recognise the impact of temporary changes and to work with local 
disability groups to ensure no-one has to face unnecessary 
barriers when travelling. 

We ran a survey to find out how people were feeling about 
travelling by bus and what challenges they were facing. We 
raised the issues with local authorities and operators and ran a 
#BeBusKind campaign, encouraging drivers and passengers 
to be respectful of each other.

We promoted the incredible work being done by operators to keep services running including enhanced 
cleaning regimes and extra services for social distancing, new apps showing how busy a bus is and 
advance booking options. 

Blind and partially sighted people are especially reliant on public transport but lockdown meant 
assistance puppies were missing out on vital on-board training. We were able to connect national 
charity Guide Dogs with local bus operators to ensure their dogs could become fully accustomed to 
bus travel in the safety of their depots.

We have spoken out against cheap ticket offers only being made available to people with access to 
apps and cashless payments. These offers should be available to everyone, including the millions of 
people without internet access and without bank accounts.

We have challenged messaging from UK Government and local authorities demonising public 
transport despite there being no evidence to show bus travel is unsafe. We have called for a major 
campaign to encourage people back onto the bus.

With our help, a passenger was able to claim money back on a smartcard bought just before 
lockdown, despite missing the official cut-off date for refunds.

We worked with an operator when they returned an item of lost property to the wrong passenger. They 
now issue a unique reference number on each item to prevent the mistake happening in future. We 
alerted an operator to a fault on their app which was ‘losing’ tickets or wrongly showing them as used. 
The issue was fixed and there have been no further complaints.
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Community
With face-to-face contact not possible during 2020/21, we have found other ways to engage with local 
communities and identify and respond to their needs. As we move out of lockdown and the National Bus 
Strategy is finally announced, our work to ensure communities are at the heart of transport planning 
and delivery has never been more critical.

We have joined forces with 8 leading sustainable and active travel groups to form the Sustainable 
Transport Alliance. Together we are supporting work to cut greenhouse gas emissions and ensure 
everyone has access to inclusive, sustainable mobility.

We launched a new series of online events called Let’s Talk Buses which kicked off with First in South 
Yorkshire. Issues discussed have ranged from ticketing, travel costs, frequency and reliability to the 
environment, network reviews and new services.

We have stepped up our efforts to improve inclusion and diversity in 
the bus industry, working closely with the Women’s Institute and the 
Diversity and Inclusion Group for Women in Transport.

Stagecoach North East Managing Director, Steve Walker: “In our business, 
it is vitally important to engage with customers and key stakeholders in 
the local communities we serve, and we actively invite feedback. Bus 
Users provide a key component in this, helping to articulate the voice 
of bus passengers, and ensuring a strong collective message is heard, 

whether this be in terms of service provision, the operating environment, local matters or national 
policy. Their support is invaluable. In short, Bus Users enables a better understanding of customer travel 
behaviours and ambitions, which in turn creates a bus network that is better and more reflective of 
customer requirements and aspirations.”  

We put passengers and communities at the heart of decision making in our 2020/21 regional 
consultation responses which include Franchising for Greater Manchester; Oxford Zero Emission Zone 
Pilot; The North East’s Transport Plan; Manchester City Centre Transport Strategy; South Yorkshire 
Bus Review. We are also on the South Yorks Bus Review Committee, and we chair the Transport  
for West Midlands Enhanced Partnership. All consultation responses are available on our website 
www.bususers.org/resources

Support our work
The work of Bus Users is funded by operators, and by the governments in Wales, Scotland and England. 
ln 2020/21 we also received a grant from the European Commission.

As a registered charity, all the funding we receive goes towards achieving our mission and helping to 
keep people and communities connected. 

To support this vital work, get in touch with us on the details below or visit our website to find out how 
you can make a donation. 

You can also sign up to our free, electronic newsletter at www.bususers.org 



Get in touch

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

 0300 111 0001

 enquiries@bususers.org

 www.bususers.org

 www.twitter.com/BusUsersUK

 www.facebook.com/BusUsersUK
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