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Background

15 Depots
1700 buses
4500 drivers
100 routes
51 million miles
500 million journeys



Background

9000 customer comments
600 commendations
500 enquiries
60 suggestions



Background

Feedback only received on 0.001% of all journeys

15 complaints received for every 1 commendation

BCES & DQM monitoring 



Passenger Experience – Disabled Users

Lack of communication

Lack of understanding 

Don’t follow the procedures



Passenger Experience - General

Interaction with passengers inconsistent

Driver announcements poor / absent

“The driver left me with the impression 
that he doesn’t care!”



What Have we 
done?



Partnership with RIDC

Worked together to build a bespoke report 

Conduct 180 mystery traveler journeys every quarter

Sample a wide range of issues facing people with various 
disabilities



Passenger Experience - General

Provide meaningful feedback to drivers

Create a program of learning for all 
drivers using feedback

Enhance our understanding of disabled 
user needs



What benefits do 
we get?



Benefits

Regular reports good and bad

Target known problem areas

Feedback is constructive

Learning shared 



Benefits

Celebrate good performance

Highlight benefits of PA use

Improve driver wellbeing



Benefits 

Improve customer interaction

Address concerns of disabled 
users

Show customers that we care

Duty of care to disabled users



Examples 



Examples 


