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

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

As the UK saw lockdown 
restrictions ease during 

2021/22 we began a 
cautious return to 

schools, offices and 
leisure activities. 

Bus and coach 
passenger numbers 

have risen but are 
still nowhere near 

pre-pandemic levels, 
and operators are being 

forced to make difficult 
decisions about which services are 
viable and which services are not.

Funding from governments in England, 
Scotland and Wales is going some way to 
support and improve services, particularly 
the switch to cleaner, electric vehicles. 
But now, more than ever, we need to get 
people back on board and prioritise our bus 
services if we are to meet decarbonisation 
targets, reduce congestion and achieve 
the UK Government’s promised levelling-
up agenda.

We will continue to do all we can to 
improve access to these vital, inclusive, 
sustainable services.

Claire Walters



Benefiting 
passengers
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In 2021/22 as passengers slowly 
returned to public transport, bus 
services were disrupted by driver 
shortages and the threat of funding 
cuts. We worked to protect and improve 
services, to ensure passengers receive 
fair and equal treatment, and to 
promote the bus as a safe, convenient 
and sustainable form of transport.

Our impact
We called on UK Government to extend its 
support of operators as the deadline on Covid 
Recovery Funding loomed leaving passengers 
facing devastating cuts to services. A final 
tranche of funding was announced in March.

We highlighted the critical shortage of bus drivers 
and called on governments in England, Scotland 
and Wales to do more to speed up recruitment. 

We continued to remind operators of the vital 
importance of providing printed information and 
timetables for those passengers who need or 
prefer it.

#BeBusKind  #StaySafe

Be Bus Kind
This bus is for everyone 
so please remember to 

#BeBusKind

If you have any concerns 
about your journey talk to 

your driver at the next stop
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We campaigned at every opportunity for priority 
measures for shared, public and active travel. 
We worked closely with organisations working 
in these fields to promote and improve access to 
sustainable transport options.

Our ‘Be Bus Kind’ campaign ran throughout 2021/22 
on social media and we produced a range of posters 
to help spread the message.

We launched an ‘ILoveMyBus’ campaign where 
people shared stunning views from their bus 
windows to celebrate being back on board. 
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“Thank you for listening and helping 
me through this - I do appreciate it.”

“I would like to thank you for your 
help in this matter. The operator 

has refunded me the two months 
when my daughter was unable to 

use her ticket. If you had not got 
involved, I don't think they would 

have changed their decision.
So, thank you again.”

“Bus Users resolved my complaint 
very quickly and obtained a 

goodwill offer from the operator as 
an apology for the poor customer 

service I had received.”

“I would like to thank you and all 
involved for sorting this issue out. 

I am more than happy with the 
outcome which would not have 
happened without your help, so 

thank you.”

“I want to thank you. As a result 
of speaking to you I have been 

contacted by the operator’s senior 
customer service advisor. The 

issue has been resolved and I 
received compensation (in the form 

of a 4-week ticket). My son also 
received an Amazon voucher in 

recognition of the distress caused.”

“After contacting Bus Users, the bus 
company contacted me to make 
alternative arrangements to make 
it easier for me to board with my 
wheelchair. Thank you so much!”

“I’m very grateful to you for looking 
into this issue. I contacted the 
relevant authorities but did not 
receive a response. Thank you for 
all your help and advice.”

“Thank you for all your help.  I really 
think that, without your assistance, 
there was no chance of the operator 
refunding any sum whatsoever.”

“I would like to express my 
satisfaction regarding the 
manner in which my complaints 
investigation has been conducted 
and the resulting remedies. I 
would also like to express my 
gratitude for your fair and civil 
handling of customer concerns 
and expectations. All in all, it was 
first rate service, and I would like to 
congratulate Bus Users UK for it.”

“Many thanks for getting back to me. 
I appreciate what you have said, and 
I’m very grateful to you for looking 
into this issue. Once again, thank 
you for all your help and advice.”

What passengers have said



Resolving your 
complaints
Complaints to Bus Users were up slightly in 2021/22 
as lockdown eased and people returned to school, 
work and leisure activities. ‘Driver/staff attitude’ was 
also back as the most complained about issue in 
England followed closely by ‘Ticketing’, while in Wales 
and Scotland ‘Driver/staff attitude’ came in second 
behind ‘Service reliability’.
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Issues raised                               England Scotland Wales Total Total 
    2021/22 2020/21

Service reliability     189 52 39 280 78
Driver/staff attitude     257 44 35 336 245
Frequency of service    20 9 19 48 12
Vehicle condition    20 9 0 29 18
Bus failed to stop    50 9 19 78 31
Bus failed to show    156 30 29 215 41
Infrastructure    2 9 0 11 10
Compliment       0 0 0 0 1
Capacity       12 7 5 24 16
Disability issues          15 5 4 24 21
Accessibility issues       17 3 9 29 21
Ticketing prices      8 2 3 13 7
Ticket acceptance      10 1 3 14 10
Other ticket matter       215 13 17 245 303
Concessionary pass        2 2 0 4 12
App/Smartcard      42 4 0 46 26
Personal injury/accident     13 4 2 19 16
Incorrect information     0 17 3 20 9
Lack of information       87 11 11 109 60
Smoking         1 1 0 2 1
Other             58 4 15 77 67
Luggage                18 1 0 19 14
Passenger Rights      0 0 0 0 6
Total issues              1192 237 213 1,642 1,025
Total complaints           595 116 147 858 600

Complaints successfully 
resolved for passengers 2021/22



Reduced services in South East Wales 
meant key workers were unable to 
return home at the end of their shifts. 
We raised their concerns with the 
operator and outlined the departure 
times they needed. The operator used 
this information to make the case for 
local authority funding.

An operator in England was telling 
passengers to use an app to access 
the best value tickets until we pointed 
out that not all passengers have 
internet access or mobile devices. The 
operator is now reviewing its ticketing 
to ensure savings are available to all 
passengers, equally.

A community council in central 
Scotland was inundated with 
complaints that unreliable services 
were affecting people’s journeys to 
school, work and appointments. Our 
Bus Compliance Officers stepped 
in to monitor the network and their 
findings are now with the operator 
and Scottish Traffic Commissioner 
who will work to resolve these issues.

A demand-responsive service ran 
early, leaving the passenger unable 
to complete his journey and out-of-
pocket trying to resolve the matter 
on his mobile phone. Initially, the 
operator only offered an apology 
but following our intervention, 
the passenger was fully refunded, 
including for his phone charges. The 
operator changed their software to 
prevent it happening in future.
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Our impact A rural operator in Scotland was using 
inaccessible, step-entrance school 
coaches on a morning service leaving 
disabled passengers unable to attend 
early medical appointments in a 
nearby town. We monitored the routes 
and shared our findings with the 
operator who is going to remove the 
vehicles from commercial services.

A doctor working at a hospital in Wales 
had to pay for a taxi to get home when the 
last bus service of the day failed to run. He 
contacted the operator without success 
so we stepped in and the passenger was 
refunded the taxi fare in full.

The closure of travel shops across the 
West Midlands left passengers with no 
way to access these services. We set 
up a meeting with stakeholders and it 
was agreed that machines and travel 
information would be made available 
in shops and newsagents, providing an 
improved local service for passengers.

Having cancelled a long-distance service 
from South East Wales to Berkshire, an 
operator tried to book a passenger onto 
a later journey which wasn’t convenient. 
The passenger was only offered a 
voucher for future travel but received a 
full refund once we stepped in to help.

In a positive turn of events, when we 
carried out undercover monitoring 
of a service in Scotland following a 
passenger complaint, we found the 
service was punctual and the drivers 
were delivering great customer care!

Our complaints services benefit 
operators as well as passengers:
“Adventure Travel greatly values the 
work undertaken by Bus Users. Aside 
from the obvious benefits of having 
an independent complaints review 
process, Bus Users also provides 
accurate, timely and useful feedback 
on service reliability which enables 
operators to act accordingly.”
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Transport
for everyone
Our mission is to make public transport 
accessible to everyone and we work with 
transport groups, operators, central and 
local government, vehicle designers, 
disability groups, charities, schools and 
local employers to make this happen. 
We believe that everyone should have 
access to life’s opportunities through 
transport.

Our impact
In 2021 we were proud to announce the 
appointment by the Cabinet Office of 
our Chief Executive, Claire Walters, as 
Disability and Access Ambassador for 
bus services. The aim of the role is to drive 
improvements in the accessibility and 
quality of services and facilities in bus travel.

We ran a series of three virtual events 
with Disability Rights UK and CPT called 
‘Let’s talk accessibility’ to address the 
barriers facing disabled people when 
travelling by bus. They were focused 
on operators, passengers and local 
transport authorities and aimed to 
make accessibility a key part of Bus 
Service Improvement Plans.

Following our “Let’s talk accessibility” 
events we ran a focus group to look at 
specific challenges for disabled people 
such as signalling for an oncoming 
bus if you have sight loss. One simple 
solution offered by operators is to 
instruct all drivers to pull into stops where 
passengers are waiting, regardless of 
whether they’re signalling.

We launched a survey with support 
from Disability Rights UK and CPT to 
find out more about the work being 
done by operators to improve access to 
transport. The results will be published 
in the new financial year.

In recognition of our work to improve 
access to transport our Director for 
Wales, Barclay Davies, was awarded 
an OBE in the Queen’s 2022 New Year 
Honours list.

We brought together Guide Dogs 
Scotland and leading Scottish operators 
to identify opportunities to improve 
access to bus services for people with 
sight loss. 

We highlighted the Friars Walk Bus 
Station in Newport on social media as 
a great example of bilingual signs for 
Welsh and English speaking passengers. 
Newport Bus used our social media 
posts in a job ad to demonstrate 
the importance of information and 
infrastructure.



Community

 
   
  

During 2021/22 we took part in 15 national and regional radio 
interviews to address issues ranging from the bus driver 
shortage to bus cuts and the National Bus Strategy.

In England we have been working with local authorities 
and operators on their Bus Service Improvement Plans 
and Enhanced Partnerships as part of the Government’s 
National Bus Strategy. We produced a ‘10 Point Guide’ and 
‘List of Priorities’ to ensure BSIPs and EPs are effective and 
have passengers at their heart. We have also been working 
with a number of local transport authorities on developing 
effective Customer Charters which are vital to Bus Service 
Improvement Plans, to make sure they include the required 
information on complaints handling. 

This is what Transport North East had to say about our work:
“Bus Users UK helped us out massively in the development 
of our BSIP and EP by reminding us to think about the needs 
of the individuals making journeys and their experiences 
– an approach which will lead us to form a regional bus 
partnership board which considers both quantitative and 
qualitative information. Their national reach introduces us 
to practices deployed elsewhere in the UK, and helps us find 
solutions to apply to our network.”

And Transport for West Midlands said:
“Bus Users UK plays an active and integral role within the 
West Midlands for bus passengers. As a member of the West 
Midlands Bus Alliance Board, they provide strategic direction 
for the delivery of ambitious improvements to local bus 
services and oversee implementation of its transformational 
Enhanced Partnership as Chair of the West Midlands 
Enhanced Partnership Group.”
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Operators have been facing a perfect storm of 
rising costs, falling passenger numbers and driver 
shortages. With initiatives from governments in 
England, Scotland and Wales to protect and support 
services, we have been working closely with local 
communities, operators and local authorities to 
ensure funding gets to where it is needed most.



In Scotland we have been actively involved in successful 
bids for Bus Priority Funding through our work with operator 
and local council partnerships. This funding will transform 
services, encourage modal shift, reduce congestion and 
improve air quality. 

Our work with Scottish Borders Council is putting passengers 
at the heart of transport planning. Dan Cathcart, Localities 
Transport Officer with Scottish Borders Council said: "We 
have been working in partnership with Bus Users to collect 
passenger information and user feedback to help shape the 
future of the public transport network in the Scottish Borders. 
Bus Users has provided a wealth of experience in the sector 
which has been invaluable in contributing towards our 
project goals.”

In Wales we contributed to the Government’s ‘One network, 
one timetable, one ticket: Planning buses as a public service 
for Wales’ which, as well as improving services in the country, 
aims to deliver a transport system that ‘helps rather than 
hinders’ the journey to Net Zero.

This is what Lee Waters AS/MS Deputy Minister for Climate 
Change said about our work: “We greatly appreciate the 
work Bus Users undertakes and I would like to record our 
appreciation for the work that Barclay Davies and the rest 
of the team do for bus passengers in Wales. It is important 
work and I am pleased that Barclay has been honoured 
for it.”
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IN 2021/22 WE ALSO:

Partnered with Southampton University 
on a research project ‘Routes to 
Infection’ which found that travelling 
by bus represented no increased risk of 
Covid infection.

Collaborated with the Sustainable 
Transport Alliance on a COP26 event that 
put shared and sustainable travel on the 
global political agenda for climate change.

Submitted letters of support for 
applications to the Governments ZEBRA 
fund for zero emission vehicles, providing 
communities with greater sustainable 
transport choices.

Rebranded our events “Let’s talk buses”, 
running virtual events online until we 

were able to meet people 
face-to-face once again 

in partnership with 
local authorities and 

operators.

Joined forces 
with the Rail 
Ombudsman to 
strengthen support 

for passengers 
through a range 

of projects and 
workshops. The 

collaboration will harness 
the knowledge, resources 

and expertise of both organisations to 
improve transport for passengers.

Embarked on an extensive community 
engagement project with Scottish 
Borders to find out more about the 
transport needs of passengers and non-
passengers. The findings will be used 
to inform and improve the transport 
network.

Supported Women in Transport in 
developing the ‘Inclusive Employment 
Journey’ to showcase the best examples 
of projects, programmes and initiatives 
to make the transport industry more 
diverse and inclusive. 

Met with the Women’s Institute, 
Community Rail Partnership and CPRE 
The Countryside Charity to discuss how 
they could engage with the National 
Bus Strategy to encourage transport 
integration.

Worked closely with operators across 
the UK to improve services. Here’s what 
Blackpool Transport had to say about 
our impact: “We have built a strong and 
lasting relationship with the team at Bus 
Users. They are always on hand to help 
us and are a friendly, safe pair of hands! 
The team can support with so much more 
than customer complaints. They have 
a wealth of knowledge between them, 
and will always do their best to help and 
advise – even in the trickiest of situations.”

We continued to put passengers and 
communities at the heart of decision 
making in our 2021/22 consultation 
responses which are available in full 
on our website wwww.bususers.org/
consultations

l Public Transport Ticketing Scheme  
 Block Exemption May 2021
l Review of Traffic Commissioners for  
 Great Britain Function 2021
l Climate Change, Environment and  
 Infrastructure Committee in   
 relation to Priorities
l Concessionary Travel Covid-19   
 Recovery Strategy call for evidence
l Call for evidence – The National Bus  
 Strategy: one year on

We participated in a number of events 
and conferences throughout the year 
including:

l Chartered Institute of Logistics and  
 Transport – Access and Inclusion
l ALTRO – Bus Design
l Landor Links – Demand Responsive  
 Transport in BSIPs
l ZC3 - Zero Carbon Commuting   
 Conference
l GoAscendal Labs Innovation
l ADR (Alternative Dispute Resolution)  
 Conference
l Disabled Persons Transport Advisory  
 Committee
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Staff Costs                579,667

Professional Fees    72,645

Premises Costs  18,612

Travel  29,985

Others  12,611

IT (inc New Exchange Site)   18,789

0% 29%

2%

69%

2%

79%

4%

10%

3%

Financial
highlights

Total:  732,309

Surplus:  35,229

Total income to Bus Users for 2021/22 
was up slightly from £765,623 to 
£767,538 resulting from moderate 
increases in income from all sources.

Like many organisations emerging from 
lockdown, our staff travel costs have 
risen but with all staff now permanently 
working from home, our expenditure on 
premises has reduced significantly.

The net result for 2021/22 is an increase 
in our surplus from £9,673 to £35,229.

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:  767,538

Deposit Interest 35

Operators 219,691

Other Income 15,000

Government 532,812
Income

EXPENDITURE - 2021/22

INCOME - 2021/22

3%



Support our work 

The work of Bus Users is funded by operators and by 
the governments in Wales, Scotland and England.
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


