
 

Local Government and Transport Committee 

18th Meeting, 2004 

Tuesday 14 September 2004 

The Committee will meet at 2.00 pm in Committee Room 5 

1. Items in private: The Committee will consider whether to take item 3 in private. 

2. Inquiry into issues arising from the Transport (Scotland) Act 2001: The 
Committee will take evidence from— 

Margaret Hickish, Convener, Mobility and Access Committee for Scotland; 

Trevor Meadows, Member, Mobility and Access Committee for Scotland; 

Malcolm Stewart, Convener, Bus User Complaints Tribunal; 

Gavin Booth, Member, Bus User Complaints Tribunal; and 

David Hunter, Member, Bus User Complaints Tribunal. 

3. Work programme: The Committee will consider its work programme.  

 
Eugene Windsor 

 Clerk to the Committee 
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The following papers are attached for this meeting: 
 
Agenda item 2 

 
Submission from the Mobility and Access Committee for Scotland 
 
Submission from the Bus User Complaints Tribunal 
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Local Government and Transport Committee, written evidence 
for MACS appearance on 14 September 2004, 2-2.45pm 
 
 
Mobility and Access Committee for Scotland (MACS) 
 
 
MACS was set up in May 2002 as the Scottish Ministers’ Statutory 
Advisor on disability issues in relation to transport.  MACS has no 
view on the effectiveness or otherwise of quality contracts or 
quality partnerships except that where any of these agreements is 
entered into the consideration of the needs of disabled people 
should be one of its core principles. 
 
In August 2003 MACS prepared the following concessionary fares 
position statement in response to the Scottish Executive 
Partnership Agreement: 
 
 
“MACS Position on Concessionary Fares 
 
MACS vision is of a Scotland where anyone with a mobility 
problem due to physical, mental or sensory impairment can go 
when and where everyone else can and have the information and 
opportunities to do so.   
 
This means that we are seeking an improvement in transport 
services to make them available and accessible for everyone. 
 
MACS considers that the Scottish Executive’s Partnership 
Agreement is deficient in that it only proposes examining and 
extending concession schemes.  At no point does it suggest that 
making transport accessible is a priority.  There is no point in a 
concession if you cannot use the transport. 
 
MACS recommends that the policy goal should be to achieve 
Inclusive Transport.  The diagram below shows the four key issues 
that must be addressed if this goal is to be recognised: 
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Access 

• From front door to 
transport services 

• In and out of vehicles and 
associated buildings 

• Availability of transport 
• etc… 
 

Information 
• Is the service available? 
• Is the service accessible? 
• Fares and timetable 

information useable 
• On-board information 
• Travel training 
• etc…  
 

Customer Service 
• Disability equality training 
• Attitude change 
• Communication 
• Customer feedback 
• etc… 

Affordability 
• Targeted investment? 
• Benefits (DLA, etc.) 
• Concessions 
• Minimum wage 
• etc… 

 
 
There will always be a place for concessionary fares (such as for 
disabled people’s assistants/travelling companions) but offering a 
concession is only one part of a comprehensive solution.  For 
many disabled people cost is not the main barrier to travel.  All the 
factors above must be addressed to provide inclusive transport for 
all the people of Scotland.” 
 
 
 
MACS 
August 2004 
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BUS USER COMPLAINTS TRIBUNAL (BUCT) 
 
AIM & OBJECTIVES 
 
The overall aim and objectives as specified by Scottish Ministers shall be to 
provide bus users with a voice in securing better bus services through the 
introduction of a statutory appeals procedure in the event that a bus operator 
does not satisfactorily resolve a complaint. 
 
The Bus User Complaints Tribunal  comprises – 
 
Malcolm Stewart  - Convener 
 
Gavin Booth         - Member 
 
David Hunter        - Member 
 
BUCT was established as a non-departmental public body authorised under 
Section 41 of the Transport (Scotland) Act 2001 and formalised under Scottish 
Statutory Instrument No. 199 dated 23 April 2002. Members were appointed after 
a competitive public selection process and held its first formal meeting in 
September 2003. BUCT meets every two to three months. 
 
BUCT is funded through the transport division of the Scottish Executive and as 
such is wholly independent of the bus industry. 
Administrative support for BUCT is provided by the Vehicle & Operator Services 
Agency (VOSA). 
A marketing plan is being developed to increase the awareness of BUCT 
amongst bus passengers and the public in general. 
 
The constitution of BUCT details the following powers, duties and functions – 
 

- the power to determine relevant written complaints made by or on behalf 
of any individual about the operation of registered local bus services. 

 
- the duty to consult bus operators and any other relevant parties, regarding 

complaints about registered local bus services 
 

- the duty to consider any appeals from complainants or bus operators in 
relation to a determination by the Tribunal 

 
- the duty to make reports arising from complaints to Scottish Ministers 

 



- the duty to make reports arising from complaints to the Traffic 
Commissioner 

 
- the functions to acknowledge receipt and register all relevant complaints 

 
In upholding a complaint BUCT can require an operator to make good any actual 
loss suffered by the complainant. In practise operators generally offer free travel 
vouchers, either prior to or following a Tribunal determination. The value, 
although nominal, usually exceeds any loss incurred. 
 
BUS INDUSTRY 
 
Prior to the establishment of BUCT substantial consultation took place and in 
particular with representatives of the bus operators, namely the Confederation of 
Public Transport (CPT). It is gratifying to note that the industry, through CPT, has 
both accepted and supported the activities of BUCT. 
 
Reference is made to BUCT by operators in their publicity and in correspondence 
with complainants. Administrative staff at BUCT is finding bus operators generally 
co-operative and helpful when dealing with unresolved complaints referred to 
BUCT by individual complainants. 
 
COMPLAINTS ANALYSIS      1 April 2003 – 30 June 2004 
 
Number of complaints received                              175 
Number of relevant complaints                               124 
Number of non-relevant complaints                          51 
Number of relevant complaints resolved prior  
to determination by the tribunal                                 40 
Number of relevant complaints determined by 
the Tribunal                                                                49 
 
It is noticeable that a substantial proportion of relevant complaints are resolved 
between complainant and bus operator only after the complaint has been 
accepted by BUCT as relevant. This together with those considered by the 
Tribunal demonstrates the case for an agency, such as BUCT, providing an 
outlet for bus users to further pursue complaints against bus operators. It is worth 
noting, also, that 30% of complaints fall out with the scope of the Tribunal. 
 
Complaints to be considered by BUCT must fulfil two requirements - 
 

- they must be relevant, as defined by the Scottish Parliament 
 

- they must have first been raised with the bus operator and the 
complainant dissatisfied with the response. 

 



 
 
 
 
BUCT can not determine complaints – 
 

- about the level of fares charged 
 

- about the frequency and routing of a service 
 

- about the type of vehicles or facilities provided 
 

- about the conditions attached to Concessionary Fares 
 

- about matters being pursued on a legal or insurance basis 
 
While these matters generate genuine complaints, they fall within the commercial 
responsibilities of the operator or, in the case of Concessionary Fares, the Local 
Authorities. 
 
We can address almost every other type of complaint related to the operation of 
registered local bus services. 
 
Generally complaints fall into these categories – 
 

- dissatisfied with service                45% 
 

- staff matters                                   16% 
 

- fares including Concessionary       15% 
 

- facilities e.g. pushchairs                  12% 
 

- disability issues                                5% 
 

- general issues                                   4% 
 

- vehicle condition                              3% 
 
Our contact details are - 
 
Bus User Complaints Tribunal, 
P O Box 23556, 
EDINBURGH 
EH3 9YS 
 



Tel. No.  0131 228 5478 
Fax  No.  0131 228 5497 
Website   www.buct-scotland.org.uk 
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