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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). 
We are also part of a Sustainable Transport Alliance, a group working to promote the benefits of public, 
shared and active travel.

We believe all passengers have a right to expect:
l	clear information on buses serving each stop
l	advance notice of service changes
l	friendly, helpful drivers and staff
l	clean, accessible and well-presented buses
l	a safe and smooth journey
l	in-bus information (ideally audio/visual next stop information)
l	prompt and appropriate complaint handling
l	bus priority measures and strict parking controls so buses
 can run on time.

There are seven members of our team in Scotland including Director Greig Mackay, 
Programme Manager Hanna Leask, Complaints Administrator Michaela Svobodova 
and four Bus Compliance Officers. 

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, bus operators in Scotland have been on the frontline, keeping the country 
moving and ensuring keyworkers can get to where they are needed most. During 2020/21, we directed 
our resources towards 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. We called for operators to have sufficient capacity to ensure services were reliable and safe, 
and to make sure passengers were aware of any changes to services, particularly those without internet 
access.  

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.
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As face coverings became mandatory on public transport in Scotland, we wrote to 
Scottish Ministers highlighting the lessons that could be learned from this experience 

and highlighted the exemptions element extensively on social media.

We ran a survey following complaints from passengers who had been 
challenged or refused travel for not wearing a face covering, despite being 
medically exempt. The response led to our #bebuskind campaign on social 
media, encouraging passengers and staff to respect each other when 

travelling. The campaign has been incredibly well received with Scottish 
operators and other organisations adopting our graphics and hashtag in their 

social media postings.

We have challenged messaging from UK Government demonising public transport 
despite there being no evidence to show bus travel is unsafe. Messaging from Scottish Government 
has been more balanced and we have highlighted the work of Scottish operators to protect their 
drivers and passengers including enhanced cleaning regimes and innovations to minimise face-
to-face contact. We have called on UK and Scottish Governments to encourage people back onto 
the bus.

We called on operators to communicate all service changes to passengers in an accessible and timely 
way, and published a report examining how well operators in Scotland have been communicating with 
passengers online during the pandemic.

Resolving complaints
In 2020/21 we resolved over 200 complaints on 
behalf of bus passengers in Scotland 

Bus Users is an approved ADR 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 the rare event that we are unable to resolve a complaint, there 
is a right of appeal to the Bus Appeals Body Scotland (BABScot), which consists of two independent 
arbitrators representing passengers and the bus industry. 

Under the terms of a grant from Transport Scotland, we investigate complaints from passengers about 
bus and express coach services in Scotland, provide advocacy on matters relating to bus passengers 
for Transport Scotland, and monitor bus services throughout Scotland. 

We also work with key stakeholders to ensure that public transport and transport interchanges are 
accessible to all. 

Stage One complaints often reach us because passengers are uncertain where to address their 
complaint. These complaints are logged and re-directed to the bus operator or local authority/RTP 
concerned, with a request that we are copied in on all subsequent correspondence. 
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Stage Two/ADR complaints are raised when a passenger is unhappy with the way a bus company or local 
authority has responded to their complaint. We handle the complaint on their behalf and may occasionally 
undertake monitoring of the service in question.  

Complaints Category 2019/20 compared with 2020/21 

  2019/20 2020/21 Change Change %

  Stage 1 397 114 -283 -29%        
  Stage 2 376 105 -271 -28%        
  Total 773 219 -554 -28%

As a result of travel restrictions imposed during the pandemic, complaints to our office in Scotland were 
down by almost 30% in 2020/21.

The types of complaint also differed from the previous years. Many passengers needed help obtaining 
refunds for annual tickets they were no longer able to use. A lack of accurate, accessible information 
about changes to services was also an issue as operators responded to the constantly changing rules 
on travel. 

In 2020/21 we dealt with 105 separate ADR complaints in Scotland, relating to 206 issues. The average time 
taken from receiving a complaint to resolving it was 29 days, well within the 90 day guideline for ADR. The 
majority of complaints (71%) inevitably concerned Scotland’s large group operators which run the highest 
number of services. 

Total complaints received by Bus Users in Scotland

  Code Category 2019/20 2020/21
  1 Service reliability  239 77
  2 Driver / Staff attitude  299 62
  10c  Other ticket matter  57 47
  12a Lack of information  33 25
  14 Other  14 20
  12 Incorrect information provided  29 20
  5a Bus failed to stop   69 18
  4 Vehicle condition  75 18
  3 Frequency of service  45 17
  9a Disability issues  9 16
  5b Bus failed to show  153 12
  6 Infrastructure  46 9
  8 Capacity  10 9
  10d  Concession Pass matter  9 8
  9b Accessibility 8 8
  11 Personal injury and accident  23 6
  10b  Ticket acceptance  19 3
  10e App / Smartcard  18 2
  15 Luggage  2 2
  7 Compliment  7 1
  13 Smoking  2 0
  16 Passenger Rights 0 0
  10a  Ticket prices  31 0
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The geographical spread of complaints is shown by Regional Transport Partnership (RTP) area, calculated 
on a population per capita basis. Tactran recorded the joint highest number of complaints with 24%, 
SEStran had 23% and Hitrans, SPT and Nestrans were broadly similar.

Complaints by RTP 2020-21 per capita basis

Swestrans 9%

Tactran 24%

SEStran 23%

Hitrans 16%

SPT 15%

Nestrans 14%
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Complaints by RTP 2020/21 per capital basis compared with 2019/20

Compared to 2019/20, Tactran, SEStran and Swestrans saw a slight increase in their number of complaints. 
This was probably due to travel restrictions, leading many passengers to seek assistance in obtaining 
refunds for annual tickets.

Compliance and monitoring
Our team of four 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 the Scottish Government. 

Our monitoring work can lead to a Public Inquiry at The Office of The Traffic Commissioner. 

In 2020/21, travel restrictions meant the number of on-bus and roadside monitoring hours we were able 
to carry out was down significantly. Instead, our BCOs focused on how well operators in Scotland were 
communicating online to keep their passengers informed of changes, restrictions and guidelines for 
safe travel. The results were published in a report available on our website.
 
We perform a bus compliance monitoring role for Transport Scotland and the Traffic Commissioner’s 
office. Our BCOs monitor the reliability and punctuality of bus services throughout the country, working 
to the times registered by bus operators with the Traffic Commissioner. We measure performance 
against the window of tolerance laid down by the Traffic Commissioners across the UK (currently up to 
one minute early and five minutes late) at prescribed timing-points, using GPS-controlled watches or 



mobile technology for accuracy. This work is carried out round-the-clock to obtain an accurate picture 
of how bus services perform for all passengers. 

We respond to complaints received by bus users, calls from the Traffic Commissioner’s 
office, Transport Scotland, and concerns expressed by passengers or local authorities, 
and we carry out random monitoring throughout Scotland. Our BCOs work incognito 
and report back to the Traffic Commissioner and to the bus operators and local 
authorities running the service. Normally, around 3% of our monitoring time (150 
hours annually) involves compliance meetings with operators, highlighting 
arears of poor performance and unreliability that require action. We also monitor 
at-stop and online information, vehicle condition, driver attitude, driving skills and 
accessibility. 

Once our compliance reports have been submitted, we work with the operator or local 
authority to look at what changes can be made to address areas of concern, and 

undertake reviews to assess the effectiveness of these changes. 

This way of working provides vital intelligence on a bus company’s services which 
can help to improve services for all passengers. This work is so valuable that 
operators and local authorities are increasingly asking us to carry out monitoring 
on their routes and infrastructure so they can gain an accurate picture of their 

services from the passenger’s perspective. 

In response to the pandemic, we adapted our monitoring during 2020/21 and focused 
mainly on central Scotland, reporting on issues such as illegal parking in bus stops, on-board 

space/seating and projects on bus accessibility, and increased congestion due to the rise in private 
vehicles in our towns and city centres. 
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Collaboration
Throughout 2020/21 we worked with key stakeholders, industry bodies and local communities to ensure 
passengers are at the heart of decision making when it comes to transport. We worked closely with 
operators, passenger groups, local authorities, local council transport forums, NGOs and the seven RTPs 
to improve local bus services and ensure the transport needs of communities are met.  

We host events across Scotland which bring together the people who use buses with the people 
responsible for running them. With face-to-face events not possible for much of 2020/21, we ran a series 
of online ‘Let’s Talk Buses’ events in partnership with operators.  

We participated in numerous online digital events including the Scottish Rural & Islands Transport 
Convention, Disability Equality Scotland ‘Space for People’ webinar, Community Transport Alliance 
webinar, Scottish Transport Summit & Scottish Transport Awards, Disability Equality Scotland ‘Return to 
Public Transport’ webinar and the Transport Scotland ‘Bus Partnership’ Conference. 

We helped create new partnerships across Scotland as part of the £500 million Bus Partnership Fund. 
Working together we submitted bids for funding from Transport Scotland to improve bus priority within 
local communities. 
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We are involved with the Glasgow Bus Partnership, Tayside Bus Alliance, Fife Bus Partnership and the 
North East Bus Alliance, and we chair the Forth Valley Bus Alliance and the newly formed West Lothian Bus 
Alliance which aims to submit bids for the second round of Bus Partnership funding in October 2021. Bids 
for the first round were submitted in April and the partnerships are now preparing for successful bids 
to be awarded by Transport Scotland.  The bids themselves have to be bold and transformational and 
have a positive impact on bus journey times. They are made in conjunction with a managed motorways 
project for the greater Glasgow area which should significantly improve journey times for key Glasgow 
commuter services. The aim, ultimately, is to encourage modal shift.

We have continued our work with the CAV Forth Design Team, a collaborative project to design and 
develop a fleet of full-size, autonomous vehicles that will run on the old Forth Road Bridge between Fife 
and Edinburgh. Implementation has been delayed until early 2022 while equipment testing continues.

We worked with Disability Equality Scotland, Guide Dogs UK, Regional Transport Partnerships, Traffic 
Commissioner for Scotland, Viavan.com, Streets UK, Federation of Small Businesses, Transform Scotland 
and local authorities across Scotland.

Looking ahead 
The biggest challenge facing the whole of the UK now is to ensure that bus and coach services are 
sustainable for the future. To do that we need to get people back on board and we will continue to 
support the industry in Scotland to make passengers feel safe and confident about travelling. 

We will continue our work to: 
l  remove barriers to public transport 
l  position the bus as an agent against climate change 
l  promote public transport successes 
l  and examine technology as a tool for inclusivity. 

For 2021/22, we remain committed to ensuring passengers are 
at the forefront of transport planning and delivery. We will work 
with the Scottish bus industry, central and local government and 
the Office of the Traffic Commissioner to improve services so 
that buses in Scotland are inclusive and accessible to everyone.



Get in touch

Bus Users UK Charitable Trust Ltd
is a registered charity in England and
Wales (No 1178677) and in Scotland (No 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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