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Feedback/Complaints Guidelines for Accessible Information Onboard Local Bus and Coach Services

Step 1 – Raise the issue with the bus driver 
While you are still on the bus with an AV issue, advise the driver so they can take this up internally with the operator.

Step 2 – Send your feedback/complaint to the bus operator
“Big 5” contact details are listed below. For any other operator, please do an online search for their contact number or complaints form. 

Arriva
Contact form 
0344 800 44 11

First Bus
Contact form 
0345 646 0707

Go Ahead
Contact form
0343 222 1234

Stagecoach
Contact form
0345 241 8000

National Express
Contact form
0371 781 8181

If you have not had any positive feedback from the operator, you have two options to escalate your complaint. 

Option 1 – Raise a national complaint using the below gov.uk details

If you’ve had an accessibility problem on a bus or coach, the DVSA recommends reporting it via the below national form or contact number: 
Report a bus or coach service or driver
0300 123 9000

Please note: The online form may take 15-20 minutes to complete. Below are the questions you will be asked and the information you will need to provide. 

Necessary information for feedback process 

· Date and time of the problem 
· Bus number 
· Stop name and town or city that bus was boarded and alighted
· Destination (last stop) of bus (if known)
· Reason for journey
· Name of bus company/operator (if known)
· Has complaint been made to Bus Users UK (see more information below)
· Vehicle registration (if known)
· Nature of problem (Select “Route and destination displays” unless other options are also applicable)
· Detailed information about problem
· Photos/video of problem (if available) 

Decide if you want to give your name and contact details

The Driver and Vehicle Standards Agency (DVSA) will be able to contact you for more information about what happened if you give your name and contact details.
This can help them to investigate the problem you had.
Your report will still be investigated if you do not give your name and contact details. 
However, it might make it harder to investigate and take action against the company.

Option 2 - Raise a complaint with Bus Users UK

If you receive no response or an unsatisfactory response from the operator within 14 working days, you can lay a complaint with Bus Users UK who are an approved Alternative Dispute Resolution (ADR) body for the bus and coach industry.
Complaint form
0300 111 0001
Email complaints@bususers.org

Please note that Bus Users UK can only assist with journeys outside of London or Northern Ireland – in these cases you need to contact London Travelwatch or The Consumer Council for Northern Ireland.

Ends. 
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