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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
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A word from
our Chief Executive

In 2020/21, UK bus and 
coach operators rose to 

the challenges of the 
global pandemic, 
using creative and 
innovative solutions 
to provide safe 
and accessible 
transport. 

They got keyworkers 
to where they were 

needed most, ensured 
students could get to 

schools, colleges and universities, and 
helped millions of us make essential 
journeys including for Covid testing and 
vaccinations.

Never has the value of our bus and 
coach services been more evident and 
in recognition, England has announced the 
long-awaited National Bus Strategy and 
in Wales and Scotland, Bus Partnerships 
promise funding and strategies to improve 
services and encourage modal shift.
 
As we end the year, governments in all 
three countries are announcing tentative 
roadmaps for moving out of lockdown. 
Once again it will be our bus and coach 
operators who lead the charge, and 
once again we pay tribute to the heroic 
transport workers who risked, and even 
lost, their lives in the line of duty.

Claire Walters



      

Passengers
and the pandemic
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The health crisis of 2020/21 has highlighted 
just how vital bus services are to our 
communities. We have been canvassing 
passengers on social media to find out 
what concerns, if any, they have about 
bus travel and we have shared the results 
with government, local authorities and 
operators. Our priorities have been to 
ensure people feel safe and confident 
about travelling, and to protect services 
both now and for the future.

Our impact
We created a short ‘Thank You’ video to honour the courageous bus and transport 
workers putting their lives on the line to serve our communities.

We recognised early in the pandemic that people with medical exemptions were 
being harassed for travelling without a face covering. We ran a twitter poll and 
online survey to gauge people’s feelings on the issue, and shadowed a couple 
from Peterborough to share their experiences. We reported our findings widely and 
continue to challenge any messaging around wearing a face covering that doesn’t 
mention medical exemptions.

We collaborated with Asthma UK and British Lung Foundation Partnership to raise 
awareness of the challenges and abuse facing people with a medical exemption 
when travelling without a face covering. 

      Our #BeBusKind campaign has been shared   
      across social media, highlighting the need for   
      passengers and drivers to be kind and respectful  
      to each other.

      We monitored how operators were     
      communicating with their passengers online   
      during the pandemic and shared our findings in   
      country-specific reports for England, Wales   
      and Scotland.

" . . . The health crisis of
2020/21 has highlighted just 

how vital bus services are
to our communities . . . "

#BeBusKind
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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 operator’s 
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
 “Bus Users has 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.”

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

 “I'd like to say a big thank you. You found some time and  
 energy during these difficult times to support my cause -   
 I very much appreciate your involvement.”

  “You have been amazing. It’s good to be in contact with   
 someone who is genuine and fully appreciates the    
 customer experience.”
 
 “The operator has increased their goodwill gesture. I’d like   
 to acknowledge the invaluable contribution of Bus Users,   
 and your decisive action in representing my viewpoint.”
 
 “I just wanted to say a huge thanks for your input and   
 keeping me informed. You were brilliant, thank you!”
 
 “Thank you so much for your help and patience in the last   
 couple of months, it really has been a great help to me and  
 I'm really glad this is all over now.”
 
 “I wish the operator had replied to me in the same manner  
 and pace they replied to you. Great job well done!”

Benefiting
passengers



 
    

 

Resolving your 
complaints
Complaints to Bus Users were down significantly in 
2020/21, reflecting the extraordinary events of the 
past year. For the first time, ‘Ticketing’ (other than
price and acceptance) attracted the most 
complaints at 30%, followed by ‘Driver/Staff Attitude’ 
at 24% and ‘Service Reliability’ at 8%.
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Issues raised England Scotland Wales Total UK

    
Other ticket matters 263 29 12 303
Driver/staff attitude 200 54 19 245
Service reliability 48 23 7 78
Other 58 12 0 67
No information provided 48 14 0 60
Bus failed to show 40 1 0 41
Bus failed to stop 26 5 1 31
Ticketing: Apps/Smart Cards 24 2 0 26
Disability issues 12 10 1 21
Accessibility issues 8 5 8 21
Vehicle condition/type 11 8 0 18
Capacity 9 3 5 16
Personal injury and accident 14 3 0 16
Luggage 10 2 2 14
Frequency of service 1 5 6 12
Concession pass matter 4 6 3 12
Infrastructure 2 8 2 10
Ticket acceptance 8 0 2 10
Incorrect information provided 0 16 7 9
Ticket prices 7 0 0 7
Passenger Rights 5 0 0 6
Compliments 1 0 0 1
Smoking 1 0 0 1
Total issues 800 206 75 1081
Total complaints 451 105 44  600

Complaints successfully 
resolved for passengers 2020/21



Our impact
A student was refused travel for
their return journey home from

school during travel restrictions. 
We worked with the family and the 

operator and there have been no 
further issues with their journey.

A young person with Special 
Educational Needs had training on 

how to use the bus before discovering 
the service was too unreliable to get 

them to college on time. We were able 
to secure reimbursement for the cost 

of alternative travel arrangements.

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.

Travel restrictions meant an 
international student based in Wales 

no longer needed their annual bus 
pass. Initially the operator refused 

a refund but we persuaded them to 
reconsider and the student was

given their money back in full. 

When a ramp was lowered
on an elderly, disabled passenger

it damaged her walking frame.
With our help, the passenger was

fully reimbursed for the cost
of a replacement.

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.

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. 
People exempt from wearing face 
coverings are no longer refused travel 
by this operator.  

When a motorised wheelchair user 
in Scotland was refused travel, we 
set up a trial to find out if the vehicle 
was actually accessible. It turned out 
that while boarding was possible, 
manoeuvring the chair into position 
once on board was not. The problem lay 
with the seating arrangement and we 
are now calling for PSVAR (Public Service 
Vehicles Accessibility Regulations 2000) 
compliance to address this issue.

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.

A wheelchair user was unaware of 
changes to their local bus service and 
was having to alight some distance from 
their destination. We got in touch with 
the operator and their drivers now notify 
all passengers of changes to services.
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Transport for everyone

Our impact
We urged governments in England, 
Scotland and Wales 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 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.

We took part in a series of BBC radio interviews on how some operators have made 
it possible to book ‘space’ on a bus in advance. This innovative solution has meant 
people relying on the bus for essential journeys are guaranteed travel. 

Our mission is to make public transport 
accessible to everyone and we work 
with local passenger groups, operators, 
local authorities, vehicle designers, 
disability groups, charities, schools and 
local employers to make this happen.
We believe that no-one should be 
denied access to life’s opportunities 
because of a lack of access to transport. 



Community

 
   
  

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 have been working with groups in Scotland to help 
shape their bids for the Scottish Government’s £500m Bus 
Partnership Fund. The Fund aims to reduce congestion and 
address the decline in bus use through investment in bus 
priority infrastructure.

We worked with the South East Wales Transport Commission 
on alternatives to expanding the M4 motorway. Final 
recommendations include rapid bus networks and cycle 
corridors connecting new railway stations, offering more 
sustainable transport options for the region. 

We alerted TrawsCymru when the operator of an 
important cross-border link between Chepstow and Bristol 
announced the service was being cancelled. We took part 
in the working group which, ultimately, led to the service 
being retained in full.

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.

A member of our team photographed drivers parking in 
bus stops in Renfrewshire and sent the image to the local 
operator. The evidence was shared with Renfrewshire 
Council and the two organisations are now working together 
to combat irresponsible parking.
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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.



Here’s what Stagecoach North East Managing Director,
Steve Walker had to say about Bus Users:
“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 provides 
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 consultation responses 
available on our website wwww.bususers.org/consultations 

l	Transforming Public Procurement
l	Rural Transport Strategy
l	Franchising for Greater Manchester
l	Increasing Public Toilets
l	Transport Strategy for Wales
l	Oxford Zero Emission Zone Pilot
l	The North East’s Transport Plan
l	Cardiff Bus Interchange
l	Free Bus Travel for the Under 19s in Scotland
l	New Homes Consultation
l	Pavement Parking
l	Manchester City Centre Transport Strategy
l	Planning for the Future
l	Highway Code Review
l	Spending Review
l	Coronavirus Transport Select Committee Enquiry
 Post-Pandemic Economic Growth
l	Decarbonising Transport
l	Future of Transport Regulatory Review
l	South Yorkshire Bus Review
l	Inquiry into Rural Bus Decline
l	Driver CPC Regulations
 Consultation
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Staff Costs 78%

Professional Fees    10%

Premises Costs  6%

Travel  1%

Others  1%

IT (inc New Exchange Site)   3%

20 211,539

33,511

520,553

11,018

593,353

7,830

73,974

44,939

Financial
highlights

Total:  755,950

Surplus:  9,673

Like many organisations, Covid-19
has had a significant impact on
our operations, income and 
expenditure.

During 2020/21 we experienced a fall
in overall income of 7%, along with a
fall in expenditure of just under 10%. 
Inevitably, the main decrease in 
expenditure was travel which was
down by 84% on the previous year.

Having secured funding from the 
European Commission for a new 
Complaints system, we were able to
end 2020/21 with a surplus of £9,673.

The figures in this section have been 
examined by external auditors and
accounts in statutory format will be  
published soon.

Kerry Donn 
Financial Administrator

Total:  765,623

Deposit Interest 0%

Operators 28%

Other Income 4%

Government 68%
Income

Our direct charitable expenditure - 2020/21

Where our funds came from - 2020/21

24,836



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

Head Office 
22 Greencoat Place, London SW1P 1PR


