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Findings from Bus Users Accessibility Audit 2022 
 
We undertook a survey in early 2022 to capture some of the innovative work being done to improve 
access to bus services across England, Scotland and Wales. The aim was to encourage operators who 
have gone ‘above and beyond’ the legal minimum to share their work and encourage best practice. 
 
The survey was carried out with support from Disability Rights UK and CPT and will be repeated 
annually. 
 

Summary 
This survey was designed to capture innovations and progress on transport accessibility. The 
operators who responded not only recognise the importance of accessibility but are willing to share 
their work and to learn from others. 
 
Advances in on-board design and technology improve journeys for all passengers and speed up 
travel by reducing boarding times and the availability of accessible space. Many operators are 
developing apps and websites for bookings, payments and information updates and while this work 
will improve access for some, it risks leaving those without access to the Internet or mobile devices 
behind. 
 
Technology is also the focus for many operators when it comes to communicating with passengers 
with 65% to 82% using social media, apps, websites and phone services. Face-to-face communication 
is clearly still important to passengers, however, with a significant number taking part in meetings 
and events. And despite the fact that more widely, operators are moving away from printed 
materials they remain vital for passengers and many respondents reported either using printed 
materials or returning to them. 
 
Accessibility is not always about innovation and expense. Pulling in to every stop regardless of 
whether anyone has signalled for a bus, and deploying a ramp when asked are simple ways to 
ensure no passenger is left behind. And while 100% of respondents stated their drivers are required 
to deploy the ramp when asked, 30% are not currently required to pull in at every stop. 
 
Staff training and awareness, also critical to accessibility was low even among this group with 12% 
reporting that none of their staff are trained in accessibility/diversity/inclusion and 65% reporting 
that none of their staff are Dementia Friends. 65%, however, are signed up to the RNIB Charter. 
 

Design and technology introduced to improve journeys for disabled people beyond the legal 
requirement 

 Technology developed with direct input from disability groups  

 New and/or enhanced next stop AV announcements 

 New and/or enhanced apps and websites 

 Real-time information on apps and websites 

 App function to show wheelchair space availability 
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 App for passengers with additional needs to notify the driver that they will be travelling and to 
ensure the wheelchair space is empty 

 On-bus destination blinds changed from orange to white LED following input from people with 
visual impairment 

 Additional staff training 

 Assistance packs on board coaches which carry communication aides  

 Additional wheelchair space 

 Low-floor entry area and front half of coach for people with mobility issues 

 Additional leg-room and cantilever seats to accommodate assistance animals 
 

The proportion of vehicles with these features 
 
 
 
 
 
 
 
 

The proportion of drivers required to pull in at every stop 
 
 
 

 
 
 
 
 

The percentage of drivers required to deploy the ramp when asked 
 
  
 
 
 
 
 
 
 

Method of communication with disabled passengers  
Website 82% 
Social media 82% 
Phone service 70% 
Apps 65% 
Printed materials  59% 
Community groups and meetings 29% 
Returning to printed materials 23%  
On-board AV announcements 6% 
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Method of communication by passengers with operators  
Email 82% 
Social media 82% 
Phone 76% 
Letter 76% 
Online form 65% 
Local authority forums 47% 
Community Meetings 29% 
Text 18% 
Roadshows/events 6% 
 

Staff members trained in accessibility/diversity/inclusion  
Drivers 82% 
Senior Managers 76%  
Customer service staff 71% 
Depot staff 23% 
None 12% 
 

Staff members trained to recognise and respond to a passenger in distress 
Drivers 88% 
Senior managers 76% 
Customer service staff 76% 
Depot staff 12% 
None 12% 
Outside support team 6% 
 

Staff who are Dementia Friends 
None 65% 
Drivers 23% 
Customer service staff 18% 
Senior managers 12% 
Depot staff 6% 
All staff 6% 
 

Card and lanyard assistance schemes 

 Sunflower lanyards for non-visible disabilities 

 Helping Hand card scheme 

 CPT mobility scooter scheme 

 Journey assistance cards (including for people who don’t speak English as their first language) 

 Orange Wallet scheme 

 Extra Help to Travel cards 

 Safe Journey travel cards 

 Drivers accept any form of assistance card presented by a passenger 
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The proportion of operators signed up to the RNIB Charter 
 
 
 
 
 
 
 
 
 

Other initiatives to improve accessibility 

 Community engagement and partnership working with local councils, schools, colleges and local 
and national groups representing and including people with disabilities 

 Driver and staff training  

 Bus familiarisation exercises at depots and at venues such as schools and community events / 
independent travel sessions / partnership working with Council Travel Trainers 

 RNIB Swap-with-me events 

 Undercover auditing 

 On-bus guide dog training 

 Risk assessments 

 Ongoing research 

 Open days 

 Specialist features on the BTS customer app including text to voice 

 Bespoke work with CAMHS (Child & Adolescent Mental Health) 
 

Future plans 

 Post-pandemic work to refresh and re-engage 

 Collaboration with sister companies to identify and implement best practice 

 Examining the DfT Inclusive Transport Leaders Scheme 

 Increase passenger engagement 

 Passenger consultation ahead of introduction of new vehicles 

 Investment in next-stop announcement systems 

 Working with TfGM franchising departments on accessibility improvements within the new 
regulatory regime 

 AV announcements on all new vehicles 

 Improvements through BSIPs 
 

Conclusions 
Improving access to transport is not necessarily about expensive technology or costly design. It’s 
about understanding the needs of the people who don’t currently use your services, as well as those 
who do.  
 
At the very least, operators should be meeting their legal duties when it comes to accessibility, such 
as ensuring 100% of their drivers are trained in disability awareness in line with legal requirements. 
 
Following the results of this survey and our wider work on accessibility, we would also recommend 
that operators: 

 work with the community to ensure services are planned and designed co-operatively and 
genuinely meet local needs 

 get out and about to promote their work and build confidence in bus travel 
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 make sure information and service updates are available to everyone, in the format they need 

 train their staff, particularly drivers, in identifying and responding to passengers with additional 
needs 

 use assistance cards/lanyards/apps/signage to support passengers and improve their journeys 

 involve disabled people in the design of vehicles, tech and infrastructure to avoid expensive re-
designs and retrofits down-the-line 

 engage directly with disabled people and groups to identify and remove barriers to travel 

 incorporate work on accessibility into their KPIs so they can demonstrate improvements. 
 
Improving access to transport isn’t just good for society it’s good for business boosting passenger 
numbers, encouraging modal shift, and making bus travel more attractive and more sustainable.  
 
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, a group 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 
22 Greencoat Place 
London SW1P 1PR 
 
Tel: 0300 111 0001 
enquiries@bususers.org 
www.bususers.org  
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