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GUIDANCE 

1.	 The Senior Traffic Commissioner for Great Britain issues the following 
Guidance under section 4C(1) of the Public Passenger Vehicles Act 1981 as to 
the way in which the Senior Traffic Commissioner believes that traffic 
commissioners should interpret the law in relation to the requirements. 

Punctuality and Reliability Standards Review 

2.	 The traffic commissioners, as the regulators of the PSV industry, have 
previously set targets regarding the operation of registered bus services. The 
first guidance was issued by the Senior Traffic Commissioner in 2002 and 
revised guidance was issued by way of a Practice Direction in January 2005. In 
February 2011 the Department for Transport set out a proposed new approach 
to ensuring bus punctuality compliance and in July 2011 Guidance for local 
authorities and operators regarding Bus Punctuality Partnerships was issued by 
the Department for Transport. A revised version was issued in July 20121. The 
Local Transport Act 2008 amended the powers of traffic commissioners 
regarding bus punctuality compliance. 

Legislation 

3.	 Extracts of the relevant legislation are set out in Annex 1, which should be read 
in full. 

Local Services 

4.	 To register a local service, operators must meet the requirements of the 
Transport Acts 1985 and 2000 and The Public Service Vehicles (Registration of 
Local Services) Regulations 1986 as amended and hold a PSV operator s 
licence. 

5.	 A local service is defined as a bus service using Public Service Vehicles to 
carry passengers at separate fares over short distances. The route can be of 
any total length, as long as throughout its length passengers can get off within 
24.15 kilometres (15 miles) (measured in a straight line) of the place where they 
were picked up. Each passenger must make a separate payment to the driver, 
conductor or agent in order to use the service. Excursions and tours need only 
be registered if separate fares are paid, the whole journey is within a 24.15 km 
(15 mile) radius of the starting point and they run one or more times a week for 
at least 6 weeks in a row. Schools and works services may be local bus 
services if the users pay a separate fare but do not need to be registered if 
someone other than the bus operator is responsible for arranging the journey, 
and the journey is not advertised beforehand to the general public, and all 
passengers travel to or from the same place, and passengers pay the same 
fare no matter how far they travel. 

6.	 If the service does not have any stops within London a local service can be 
registered with the relevant traffic commissioner, normally at least 56 days 
before the date on which the service is to start. If the service stops in London 
then other provisions apply. The registration acts as notice of the local bus 

1 http://www.dft.gov.uk/publications/bus-punctuality-partnerships-guidance/ 

2 
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service the operator wishes to provide. As indicated above anyone who holds a 
valid PSV operator's licence can register a local bus service, as can limited 
other bodies. The registration is valid for as long as the operator wishes to run 
the service or the traffic commissioner takes action. 

7.	 The 56 days time limit begins on the day that the traffic commissioner receives 
the registration but all details must be correct. Joint services, subject to 
competition requirements, may be registered either separately or by one 
operator on behalf of the other (subject to checks). The application requires the 
following details: 

the start and end points; 

the route of the service (including a map); 

stopping arrangements; 

the timetable for the service; 

the types of vehicle to be used on the service; 

and the PSV operator's licence number(s) or community bus permit 
number(s). 

8.	 A copy of the completed application and accompanying documents must also 
be sent to the relevant transport authority. 

9.	 If an operator wishes to start a service with a shorter notice period, exemptions 
may apply but most of these need the agreement of the traffic commissioner as 
per regulation 7 of the Public Service Vehicles (Registration of Local Services) 
Regulations 1986. 

10.	 A traffic commissioner must accept all properly completed applications to 
register services but will refuse to register a service if: there is no valid PSV 
operator's licence or community bus permit; the operator's licence has a 
condition which prevents the running of that type of service; the service, or part 
of it, runs in London and requires a permit; the application form does not give 
enough information about the service; the fee has not been paid. 

11.	 Once a service has been registered the operator must run it in the way 
described in the registration, with the following exceptions: Christmas Day, 
Good Friday and bank holidays, but it is advisable to note this on the 
registration as well as any special arrangements for local public holidays; if the 
service is an excursion or tour; if it is a school or works service the registration 
should indicate that the service will run only on certain days, for instance during 
school terms; if the service is based on passenger demand for pre-booked 
passengers such as a dial-a-ride the clearest possible description of how the 
service will run must be provided. 

12.	 All other services to the public must be run to the registered route and 
timetable. An operator must make an application if changes are required or it 
wishes to stop running the service. Again this should normally involve at least 
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56 days notice but the traffic commissioner retains a discretion, as mentioned 
above. 

13.	 The operator is required to register stopping points on the route including 
recognised bus stops, which are signed and established unmarked stops. If 
there is always less than 10 minutes this may be treated as a frequent service 
(paragraph 9 of the Schedule of the Public Service Vehicles (Registration of 
Local Services) Regulations 1986 and at paragraph 10 of the Schedule of the 
PSV (Registration of Local Services) (Scotland) Regulations 2001) otherwise 
for other regular and irregular services the timetable must show: 

the start and end points of the service; 

the route number (if any); main timing points clearly set out; 

the times of journeys; days of the week and times of the year when the 
service will operate; 

exceptions when the service will not run; 

journeys which pick up or set down at only a limited number of stops; 

and short workings or other variations. 

14.	 A copy of the up-to-date timetable must be carried on the vehicles running on 
the service and must always be available for passengers to look at. 

15.	 The traffic commissioner may, at the request of the transport authority, attach 
traffic regulation conditions to a PSV operator's licence if the traffic 
commissioner is satisfied that they are required in the interests of safety or to 
reduce severe traffic congestion or pollution in a particular area. A notice of 
proposed traffic regulation conditions will be published and any operator who 
may be affected will be informed. An operator can, within 28 days of publication, 
request a public inquiry. 

Powers and Sanctions available to a traffic commissioner 

16.	 Traffic commissioners, as the regulators of the bus industry and the registrars of 
all local bus services, have powers under the Transport Act 1985 and the 
Transport Act 2000 as amended and sections 38 and 39 of the Transport 
(Scotland) Act 2001. 

Operators 

17.	 Where an operator has failed to run a service as registered, without a 
reasonable excuse, the following powers are available. Section 26(1A) of the 
Transport Act 1985 allows a traffic commissioner to attach, at grant or at any 
other time, or direct a traffic commissioner for another traffic area to attach a 
condition prohibiting the holder from using vehicles under the licence to provide 
any local service of a description specified in the condition, or a condition 
prohibiting the holder of the licence from using vehicles to provide local services 
of any description. This can be for a specified or indefinite period. Section 
26(5A) allows a traffic commissioner to attach a condition restricting the 

4 
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vehicles which the operator may use under the licence as specified in the 
condition. The conditions may be attached to the relevant licence, any other 
licence held by the operator or any licence held by the group undertaking. 

18.	 Section 155 of the Transport Act 2000 has been amended so as to provide 
additional sanctions for failures by bus operators. In addition to the penalties 
outlined above a traffic commissioner may make one or more of the following 
orders: 

(a) an order that the operator pay a penalty of such amount as is determined in 
accordance with specified limits; 

(b) an order that the operator expend such sum of money within specified limits 
on or towards: 

- the provision of specified local services or specified facilities to be used in 
connection with such services; 

- specified improvements in such services or facilities. 

(c) an order that the operator provide compensation within specified limits to 
passengers; 

- in the form of payments of money, or 

- other form (including the provision of free travel or travel at a reduced price) 
as is specified. 

19.	 The amount specified in each order is such amount as the traffic commissioner 
thinks fit in all the circumstances of the case, but must not exceed £550 
multiplied by the total number of vehicles which the operator is licensed to use 
under all the PSV operator s licences held by him. 

20.	 If the operator fails to comply with an order described under (b) or (c) of section 
155, above, the traffic commissioner may order the operator to pay a penalty as 
he or she thinks fit in all the circumstances of the case, but must not exceed 
110% of the maximum amount as above. 

Local Authorities and Operators 

21.	 Under Section 27A of the Transport Act 1985 traffic commissioners may direct a 
local traffic authority to provide him or her, within a specified period of time, with 
specified information connected with any aspect of the performance of their 
duties for network management (under sections 16 or 17 of the Traffic 
Management Act 2004). The information that may be specified must be 
information which the local traffic authority have in their possession or can be 
reasonably expected to acquire. This includes information relating to the 
management of a local traffic authority s road network or the use of their road 
network by different kinds of traffic or the effects of that use. 

22.	 If the traffic commissioner identifies any remedial measures which could be 
taken by the operator, or by a local traffic authority, the traffic commissioner 
may prepare a report recommending the implementation of those measures to 

5 
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enable or facilitate the operation of the service in accordance with the 
registration. The report must be copied to the operator and local traffic 
authority, and if appropriate the Integrated Transport Authority, and any other 
persons the traffic commissioner considers appropriate, such as the appropriate 
national authority. 

23.	 If a traffic commissioner holds a public inquiry into poor punctuality performance 
they can, by summons, require a representative from the local traffic authority to 
attend to give evidence or to produce any documents in his custody or under 
his control which relate to any matter in question at the inquiry. Any person 
who refuses or deliberately fails to attend, or to give evidence, or who 
deliberately alters, suppresses, conceals, destroys, or refuses to produce any 
book or other document which he is required or is liable to be required to 
produce, shall be liable on summary conviction to a fine not exceeding level 3 
on the standard scale or to imprisonment for a term not exceeding six months, 
or to both. 

Case Law 

24.	 This Guidance is subject to any decisions of the higher courts and to 
subsequent legislation. However the Senior Traffic Commissioner has extracted 
the following principles from existing case law. 

25.	 In regard to the registration of local services, regulation 7(1)(b) of the Public 
Service Vehicles (Registration of Local Services) Regulations 1986 gives a 
traffic commissioner a discretion in the cases specified in paragraph 7(2) to 
specify such date as the traffic commissioner may determine as the date on 
which notice to cancel a service is to take effect. Paragraph 7(2)(h) allows an 
application in circumstances where an operator, due to circumstances which he 
could not reasonably have foreseen, failed to make an application in sufficient 
time for the period of notice apart from this sub-paragraph to operate . The test 
is not to be applied to the situation as at the date when the application for short 
notice cancellation is actually made. The test has to be applied at an earlier 
stage, namely at the date on which the operator would have made the 
application if he had been able to foresee the events which were not reasonably 
foreseeable. The legislation is intended to ensure that operators take all 
reasonable steps to keep services operating but that if they do so and still find 
that it is not possible to operate a particular service the traffic commissioner has 
the power to abridge the period of notice2. 

26.	 The Court of Appeal has ruled that a traffic commissioner is entitled to regard a 
sample of journeys monitored as sufficient and representative of an operator s 
operation as a whole and that it will be appropriate to make a comparison and 
extrapolate from it. The Court of Appeal concluded that it was important that 
traffic commissioners statutory powers should not be emasculated by an over
elaborate approach to the investigation or an unnecessary attention to detail3. 
However as the Transport Tribunal went on to indicate there is a limit to the 
extent to which the latitude in decision making allowed to traffic commissioners 
can go to overcome problems of methods and sizes of samples and special 
traffic situations 4. Traffic commissioners must decide whether to discount the 

2 2009/030 Pilkingtons Accrington Ltd t/a King Transport
3 Ribble Motor Services Ltd v. Traffic Commissioner for the North West Traffic Area [2001] EWCA Civ 172
4 2000/057 Yorkshire Rider Limited and 2000/062 First Bristol Buses Limited 
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findings presented to them and may decide to give the operator the benefit of 
the doubt in relation to journeys which are close to the window of tolerance. It is 
for the traffic commissioner to weigh up the evidence and determine which is 
preferred having heard the witnesses5. 

27.	 As the case law indicates, in order for there to be a finding on the existence of a 
reasonable excuse or danger or the frequency of conduct, there must first be a 
finding that the operator has either failed to operate a local service registered 
under section.6 of the Act or has operated a local service in contravention of 
that section. The ability to make this finding may depend on the size of the 
sample but the window of tolerance indicated in the attached Statutory 
Directions has been approved of6. 

28. In terms of who has to prove what, once that finding is made the burden lies 
squarely with the operator to prove that he had reasonable excuse for his 
overall failure to meet the timetabling requirements , the traffic commissioner s 
jurisdiction is essentially inquisitorial rather than adversarial in nature, and, 
there being no-one to adopt a prosecutor s role in seeking to disprove any 
excuses proffered, it should be for the operator to establish them 7. 

29.	 Reasonable excuse is available as a defence for matters outside an operator s 
control . Operators are therefore expected to assist the traffic commissioner in 
his or her consideration of the issue of reasonable excuse 8. 

30.	 The window of tolerance allowed by traffic commissioners takes account of 
many of the day to day problems which operators can face and that operators 
can, reasonably, be expected to have contingent plans to deal with other, 
foreseeable, issues. Any operator should be in a position to foresee and plan 
for events such as staff departures. There is no absolute obligation on the 
operator to have resources to deal with an eventuality. It may be necessary to 
examine the operator s contingency planning to determine what is reasonably 
foreseeable and to consider the resources available to the operator9. 

31. It must be borne in mind that the object of imposing penalties is to focus minds 
so as to achieve the statutory purpose 10. The penalty is of course only directed 
at failures to comply with registered services11. The case law identifies a 
number of factors to be taken into account in deciding whether to impose a 
penalty under Section 155: 

(a) 	traffic commissioners must make an assessment of the individual case 
based on the facts as found; 

(b) a reasonable percentage of the routes under consideration should be 
monitored and an extrapolation made in appropriate cases. (It is open to the 
operator to submit that the VOSA monitoring exercise is not representative 
of the operator s services as a whole but the burden of proof rests with the 
operator); 

5 2004/138 Parkash Ram Banga t/a Banga Travel
6 2000/024 Arriva Tees & District
7 Ribble Motor Services Ltd (as above)
8 2003/254 Alison Jones
9 Pilkington Accrington (as above)
10 2003/300 Andrews (Sheffield) Ltd
11 2008/151 Tuc Tuc 
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(c) the nature and extent of the monitoring exercise will depend upon the type of 
route (city or rural) and the total mileage of the operator (where this is 
relevant); 

(d) where particular routes are targeted (for example, as a result of complaints), 
then in-depth monitoring should be carried out, with random sampling of a 
proportion of other routes to identify any patterns ; 

(e) traffic commissioners should set out fully reasoned decisions as to why a 
penalty under Section 155 of the Transport Act 2000 has been imposed. 

32. Commissioners should continue to impose sanctions on those who seriously 
fail the travelling public . Parliament has decided that the maximum penalty 
should be calculated by reference to the total number of vehicles which the 
operator is licensed to use and the penalty brackets indicated in the attached 
Statutory Directions have been approved of on appeal12. Larger penalties may 
be necessary to ensure that the statutory objects are achieved13. 

12 2010/006 James & Catherine Cosgrove t/a Fisher Tours
13 2007/318 Eurotaxis and 2004/373 Rai Transport 
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DIRECTIONS 

33.	 The Senior Traffic Commissioner for Great Britain issues the following 
Directions to traffic commissioners under section 4C(1) of the Public Passenger 
Vehicles Act 1981. The aforementioned Guidance relates to matters which may 
be relevant to the consideration of Local Bus Services. As indicated traffic 
commissioners are the individual regulators of the bus industry and the 
registrars for all local bus services. A traffic commissioner has powers to take 
action against operators who fail to run their services in accordance with the 
registered particulars. 

34.	 These Directions are addressed to the traffic commissioners in respect of the 
approach to be taken by staff acting on behalf of individual traffic 
commissioners and dictate the operation of delegated functions. The guiding 
principles to be applied reflect the existing practice which has developed 
following previous consultation exercises. Submissions to traffic commissioners 
should reflect and address all of the following Directions: 

Partnerships to deliver reliable and punctual services 

35.	 Delivering punctual and reliable services is a joint responsibility between 
operators and local authorities. This joint accountability is reflected in the 
statute and has been statutorily acknowledged and whilst in the past traffic 
commissioners could only take action against operators, they can now also take 
action against local authorities. 

36.	 The registration of commercially run bus services is entirely a matter for the 
individual operators who run them and consequently they are free to register 
timetables in accordance with section 6 in whatever manner they see fit. 

37.	 Operators who register services that are subsidised by the local authority have 
to work in conjunction with that local authority. Regardless of the nature of the 
registration operators are still required to achieve reliability and punctuality and 
to keep those under review; it must be realistic and achievable and operators 
must ensure that the services are scheduled appropriately and kept under 
review. They also have control over issues such as mechanical problems and 
staffing issues. Local authorities have responsibilities for managing their road 
networks in terms of local traffic and on-street traffic and parking management 
and enforcement issues. Local authorities consequently have an important role 
in respect of the timetabling of subsidised services. 

38.	 Whilst the traffic commissioners have previously set a clear punctuality target of 
95%, it is recognised that it might be appropriate in some instances, following 
the benchmarking of data, for the partnership to agree a lower level initially with 
a comprehensive review at six months and 12 months thereafter. Where the 
95% target is already being achieved, a higher level of punctuality may be a 
desired goal to improve patronage and help reduce congestion. While the 
eventual standards should be at least equal to, or higher than, the target set by 
the traffic commissioners, partners are encouraged to meet more stretching 
targets if possible, and provide justification where this is not considered 
possible (i.e. cost reasons). 

9 
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What traffic commissioners should expect of operators 

39.	 Operators are required to run services in accordance with the registered 
particulars, or have a reasonable excuse where they do not. To meet this 
requirement traffic commissioners should expect operators, as a minimum to: 

(a) upon registration of the service to keep full and proper records of 
compliance of the service with the registered particulars and to keep full and 
proper records of any reasons for non-compliance with the registered 
timetable; 

(b) monitor closely the resources available to them, especially buses and 
drivers, and avoid making or holding on to timetables that they cannot run 
with those resources; 

(c) analyse the records kept of compliance of the service with the registered 
particulars and establish the levels of compliance on each registered 
service; 

(d) produce these records to VOSA or the traffic commissioner upon request; 

(e) regularly review registered timetables as a result of the analysis of the 
records of compliance kept so as to ensure that the highest levels of 
punctuality and reliability can be attained for the service taking account of 
traffic and operating conditions; 

(f)	 regularly review registered timetables in the light of predictable traffic and 
operating conditions; 

(g) have someone who is responsible for service performance management as 
part of their job; 

(h) have proper systems in place for managing resources such as having cover 
if a driver is off sick, or vehicles break down, etc; 

(i)	 have proper systems in place for dealing with any issues found; 

(j)	 keep a full record when services are unexpectedly disrupted for more than 
a short time and the event was not known in time to vary the timetable (e.g. 
unannounced road works) and be able to provide these to VOSA or the 
traffic commissioner upon request; 

(k) provide evidence of partnership working with the relevant local authorities on 
reliability and punctuality, including a joint action plan to deliver high 
standards; and 

(l)	 where partnership working is not in place they will need to evidence the 
reasons for this and the efforts they have made to initiate this. 

40.	 The purpose of this guidance is to provide all operators with some general 
guidance as to the sort of systems and procedures that will assist an operator to 
maintain their services at or above the target levels and to achieve appropriate 

10 
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levels of punctuality and reliability in the operation of their registered bus 
services. 

Window of Tolerance 

41.	 Historically traffic commissioners have stated that it is expected that 95% of 
registered services must depart from timing points on time and that timetabled 
services (i.e. those with five buses or less per hour) punctuality is determined 
by comparing actual departure times with scheduled departure times. 

42. Historically traffic commissioners have set a window of tolerance when 
determining if registered services run on time and this window has previously 
been set at the parameters of up to 1 minute early and up to 5 minutes late. 
These parameters have been in existence since 2002 and are widely accepted 
by the industry. However the pernicious problem of early running still prevails. 
Bus passengers do not want to miss their bus connection as a result of a bus 
leaving the stop early and the industry has always recognised this fact and so 
early running is widely regarded by bus operators as the cardinal sin within the 
industry. 

43.	 Consequently the window of tolerance has been revised to take account of the 
needs of passengers and the approach of the industry. The Senior Traffic 
Commissioner therefore directs that the window of tolerance will now be 
altered so that the 1 minute early window is removed. Consequently the window 
of tolerance will now be up to 5 minutes late 

44.	 Many operators also run frequent services which are described at paragraph 9 
of the Schedule of SI No. 1671 PSV (Registration of Local Services) 
Regulations and at paragraph 10 of the Schedule of SSI 2001 No. 219 PSV 
(Registration of Local Services) (Scotland) Regulations 2001 as routes on 
which the service interval is 10 minutes or less . Traffic commissioners have 
therefore historically expected that on at least 95% of occasions: Six or more 
buses will depart within any period of 60 minutes; and the interval between 
consecutive buses will not exceed 15 minutes. 

45.	 Whilst the window of tolerance has been widely accepted by the industry as the 
recognised standard bus operators may, in certain limited circumstances, be 
able to persuade traffic commissioners that there is justification for not reaching 
these targets by demonstrating justifiable explanation(s) for failing to achieve 
the target. 

46.	 There is also evidence that whilst bus operators would like to be able to achieve 
these standards, some operational conditions including the adequacy of the 
road network in the operational area, the impact of breakdown on major trunk 
roads, the impact of road works, the sheer volume of unpredictable traffic (for 
example seasonal), the lack of parking enforcement, the lack of flexibility on 
departure slots, the lack of lay over facilities within the operational area, the 
changing of the road infrastructure without prior consultation and the sheer 
variety of roads used on longer services can all mean that in reality on some 
services it is unlikely that all services will run within the window of tolerance of 5 
minutes late. 

11 
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47.	 It must however also be recognised that many services can and do meet the 

window of tolerance consistently which demonstrates that this is achievable and 
consequently that traffic commissioners will expect an operator to provide 
detailed evidence to them if they are asserting that the window of tolerance is 
unachievable. 

Systems 

48.	 Depending on the sophistication and size of the operator the resource available 
to that operator to register, implement, monitor and manage reliable and 
punctual services may differ significantly. The principles of registering, 
implementing, monitoring, reporting and varying registered services however 
are much the same, and it is just the scale of the systems required that 
changes. 

Start up 

49.	 When an operator decides to start running either their first registered service, or 
a new registered service they must have all processes in place to ensure that 
they can operate the service in accordance with the registered particulars and 
that as a minimum that they can satisfy the window of tolerance with their 
punctuality and reliability. 

Timetables 

50.	 Consequently it is incumbent on the operator to ensure that the timetable is 
properly calculated and is therefore realistic and achievable. For operators 
calculating their own timetable there are tried and tested methods for 
establishing the calculation methodology for a new timetable. 

51.	 Prior to registration it is expected that an operator will test the timetable prior to 
commencement. This may be done with, for example, an out of service vehicle 
to identify whether the start and finish times and intermediate timing points as 
well as overall running time, potential pinch points, potential loading delays and 
variations due to morning, evening and other peaks, are all taken into account 
to ensure that when the registered service starts the operator, who, without the 
benefit of having run the service previously, is best placed to run on time or as 
close to what is achievable. 

Subsidised Services 

52.	 Many operators will receive proposed timetables for registered services that 
have been drafted by the local transport authority which the operators have won 
as part of the tender process for services in that area. 

53.	 These operators may have no control over the timetable at the tender stage and 
indeed that timetable may be one that has been run by a previous operator for a 
number of years and one in which the local authority therefore has confidence. 
This may be the case where the previous operator has not previously notified 
the relevant local authority that they have not been running the service in 
accordance with the registered particulars. In such cases where the services 
have not been run on time the local authority will not know if this is because of 
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failings by the operator or by the local authority or indeed by a combination of 
the two. 

54.	 The new operator must therefore note that they are responsible for running the 
subsidised service in accordance with the registered particulars in spite of the 
fact that to begin with they have little or no control over its make up. 

55.	 Therefore in order to mitigate the impact of a poorly registered timetable, the 
operator is expected to rehearse operation along that route prior to the start of 
the tender where possible (again ideally with an out of service vehicle). This will 
then give the operator vital information on the achievability of the timetable in 
accordance with its registered particulars. If, as a consequence, the operator 
discovers that alterations should be made to the timetable they are expected to 
take the matter up with the local authority to ascertain if changes can be made 
to ensure that the service runs on time. The resultant application to vary the 
registered particulars can then be made to the traffic commissioner. In such 
circumstances local authorities are expected to support the application to vary 
the registered service. 

56.	 Furthermore where the new operator has a reasonable relationship with the 
operator who has lost the tender it will be of benefit to speak with them to 
establish whether there are difficulties on route and to then seek and obtain 
evidence. 

57.	 Some operators, particularly smaller ones, may feel that they have insufficient 
influence or cannot bring sufficient pressure to bear to insist that local transport 
authorities listen to their concerns regarding a timetable or that the local 
transport authority is not in support of an application to vary as it is not in the 
local authority s interests to do so. The new operator will not want to fall foul of 
the traffic commissioners and thereby lay themselves open to subsequent 
regulatory action. In such cases it is important that, in spite of the difficulties in 
dealing with the local authority on these issues, the new operator does tackle 
this matter properly. It is therefore essential to put any concerns in writing to the 
local authority explaining the problem and describing the solution. It may also 
be wise to send a copy of this correspondence to the traffic commissioner. The 
decision as to whether to continue to run an unreliable service will always rest 
with the operator and a traffic commissioner will be likely to show little sympathy 
to an operator who has done nothing and who has run an unreliable service 
from the start. Conversely a traffic commissioner will be likely to show more 
sympathy to an operator who has tried to take remedial action but has been 
frustrated by the approach of the local authority and has had to, as a 
consequence, de-register the service. 

Public Information 

58.	 It is important with all services and especially with new or varied services, that 
members of the public who want to use those services, have quick and easy 
access to accurate and easily understood timetable data. 

59.	 Where variations or changes to services occur it is important that they are 
brought to the public s attention prior to the introduction of those changes or 
variations or as soon as possible thereafter, to enable passengers to adapt to 
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those changes. This can be done by a variety of means, including websites14, 
internet notifications, the use of social media websites, the use of text and email 
messages, large clear notices on buses, notices at bus stops, through bus 
station information offices and any other normal outlets. 

Established Services 

After launch monitoring of commercial and subsidised services 

60.	 Once the operation has started real information can then be obtained on the 
actual performance of the service. Historically some operators have monitored 
a small percentage (5 to 10%) of their services and have relied on this 
monitoring to seek to ensure compliance with the registered particulars. Traffic 

commissioners have previously expressed concern that this approach does not 
present a full enough picture of compliance or otherwise with the registered 
particulars and that this small percentage sample is in fact not monitoring of 
registered services but an audit of registered services. 

61.	 The Senior Traffic Commissioner does not consider it desirable to require that 
all operators keep a record of 100% of the running of their services in 
accordance with the registered particulars as this may place an unnecessary 
burden on some operators. However as a general principle operators will be 
expected to keep such records that there is proper monitoring of all of their 
services and not merely an audit of them. Furthermore the record keeping will 
vary according to the reliability and punctuality of the route. The less reliable the 
route the more monitoring will be required. Where a service is found to be 
running in accordance with the registered particulars then full and regular audits 
may be sufficient but where a service is not found to be running in accordance 
with them then full and detailed recording will be appropriate. 

62.	 Consequently from now on traffic commissioners will expect operators to keep 
full and proper records of the running of their services so as to show 
compliance (or otherwise) with the registered particulars. The method of record 
keeping will vary according to the type and size of operator and the type of 
equipment and facilities that it has available. Some operators may rely on their 
real time information systems to keep a record of 100% of their services and 
thereby produce exception reports of non-compliance. Some operators may 
keep a manual record of 100% of their service compliance. Where those 
operators do keep such records the traffic commissioner will conclude that 
proper monitoring has been carried out. But where operators choose not to 
keep full and proper records and to simply audit a small percentage of services, 
such as 5 to 10% then traffic commissioners will conclude that proper 
monitoring is not being carried out and that the operator does not have proper 
arrangements in place to ensure compliance with the registered particulars. In 
such circumstances it will be very difficult for an operator to claim reasonable 
excuse for failing to run in accordance with the registered particulars if it has not 
kept full and proper records of the running of their services. 

63.	 In ensuring that a new service operates in accordance with its registered 
particulars it is important that whichever method the operator chooses for the 

14 http://traveline.info/ and http://www.transportdirect.info/ 
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collection of information that a new service is monitored very closely. There 
may be unforeseen problems with that service and prompt action may be 
required to relieve poor reliability and punctuality due to these unforeseen 
circumstances. Furthermore it is expected that operators will keep more 
detailed records of compliance with the registered particulars when a new route 
is registered and run so that any problems can be addressed early on. As the 
route becomes established and these problems are addressed and as 
punctuality and reliability are improved the need for the keeping of records will 
change. This targeted approach will enable operators to allocate their resources 
in an efficient and proactive way taking swift and effective action against the 
unreliable and unpunctual routes whilst at the same time keeping a weather eye 
on those that are working well. 

64.	 It is therefore important that adequate resource is allocated by the operator to 
monitor a new service and that where failings are identified that the appropriate 
variation applications are made to the service to bring it back into punctuality. 
Furthermore it may be necessary to allocate further resource, either in the short 
or long term to relieve the problem. It is expected that this allocation of extra 
resource is to be used in conjunction with active management of the service15. 

65.	 Once the new service has been run for an established period, any required 
variations have been made and the service is running within the window of 
tolerance then the operator should bring the monitoring of that service into line 
with the monitoring systems for all other services. 

Established services Proactive route management monitoring and subsequent 
action 

66.	 Operators have available to them many different types of monitoring systems 
and their use has varied extensively. In the past some operators have simply 
monitored a small proportion of their registered services whilst some have 
monitored the majority or all of them. Much has depended on the nature and 
scale of the operation and the size and resources of the operator. Many 
operators have regarded this monitoring as sufficient to provide evidence of 
compliance with the registered particulars to VOSA or the traffic commissioner. 
There has also previously been no clear guidance from the traffic 
commissioners about the level and extent of the action and monitoring that is 
required instead the decision having fallen on the operator to decide that level 
and extent. However traffic commissioners have always stressed the 
importance and value of action and monitoring and this importance is widely 
accepted within the industry. 

67.	 Studies undertaken of the actual monitoring carried out by some operators have 
also revealed that this is often approached in a haphazard and unstructured 
manner and that even where monitoring has taken place no action has been 
taken thereafter16. Traffic commissioners reassert the importance of having an 
established, audited and effective system not only to continuously monitor 
registered service operation but also to take swift proactive action to ensure 
punctuality and reliability. 

15 Passenger Focus Bus Punctuality Project Progress Report January 2013
16 Passenger Focus Bus Punctuality Project Progress Report January 2013 
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68.	 Monitoring can and does take many formats. As technology advances at an 

ever increasing rate greater reliance is often placed on the use of that 
technology to monitor registered services. This is to be encouraged provided 
that proper use is made of the data collected. But it is also vital to acknowledge 
the importance and value of monitoring on the route itself whether that be by 
the driver as he or she keeps a record of the points of delay (or early arrival) 
along the route or whether that be by the strategic placement of roadside 
monitors to personally observe the journeys, either at strategic timing points or 
by travelling upon individual routes. 

69.	 Actual observation on the ground of what is happening is invaluable. Monitoring 
should follow a standard organisation wide format that is easily understood. The 
monitor should record the service number, the time the bus arrives at and 
departs from the stand and from that information the time of variance from the 
registered timetable, indicating whether it is compliant or not. The monitor 
should also note compliance with destination board requirements and any other 
items of note such as any driver conduct issues. Monitoring should be carried 
out at different times of the day and night to take account of peak and off peak 
periods and at different times during the year to take account of seasonal 
variations. 

70.	 Research has shown that the drivers of the registered services are a vital 
information source. Dialogue between driver and operator will often reveal 
areas where action can be taken by either party to improve compliance17. This 
dialogue reflecting the shared responsibilities of driver and operator is to be 
encouraged. Drivers may provide a wealth of relevant information, which 
operators should obtain and act upon. Conversely some drivers will themselves 
be the cause of early or late running and where such instances are found it is 
expected that the roadside monitors will bring this to the attention of the 
relevant management staff so that proper training and where necessary proper 
disciplinary action can be taken. 

71.	 Many operators have historically relied upon the use of their electronic data to 
monitor their services. In such cases a wealth of information can be and often is 
provided and research has shown that consequently operators can often feel 
that they have too much information and that they cannot easily or readily 
extract the relevant information that is needed to establish the level compliance. 
There have also been many instances of operators who have collected the data 
electronically but have not considered it all and so whilst they are in possession 
of data that establishes the reliability or otherwise of a registered service they 
are actually ignorant of the level of compliance or otherwise. This situation is to 
be deplored18. 

72.	 Monitoring can also be carried out by third parties employed by the operator. 
They may also be required to report on all aspects of the journey and all 
aspects of the passenger experience. The allocation of these mystery 
travellers to registered services is more likely to be analogous to an audit 
rather than full monitoring but it can nonetheless provide useful evidence to 
substantiate what may initially discovered with other monitoring methods. 

17 Passenger Focus Bus Punctuality Project Progress Report January 2013
18 Passenger Focus Bus Punctuality Project Progress Report January 2013 
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73.	 Upon receipt of the roadside and/or electronic monitoring the operator is 

expected to regularly review the results according to the routes, times of 
operation and the road network and any issues arising. The information gained 
through all the monitoring should be analysed on an ongoing basis to give an 
accurate picture to the operator of how they are performing in comparison to 
their registrations. 

74.	 As stated in the DfT Guidance for local authorities and operators regarding Bus 
Punctuality Partnerships19 where problems are identified and it is established 
that a service is not running in accordance with its registered particulars an 
early investigation into the causes should be made so that the appropriate 
action can be taken to solve the problem. Once the investigation is complete 
the relevant management team (or individual/s in the case of smaller operators) 
are expected to proactively manage the situation until the appropriate levels of 
service are achieved. This management can take many forms but may include, 
for example: 

speaking in detail with the drivers of the route to ascertain why services are 
unduly delayed or arriving too early (with the consequent unacceptable risk of 
drivers departing early or of passengers being frustrated at having to sit on a 
stationary bus to wait for the allocated departure time); 

identifying if there is any action that the local transport authority can take to 
reduce delay such as the implementation or enforcement of bus priority 
measures or the alteration of part of the road layout or infrastructure 
arrangements around the bus stops; 

consulting with passengers to ascertain their views and the effect upon them 
of an unreliable or unpunctual service; 

subsequently informing passengers that action is being taken to improve 
punctuality and reliability and where appropriate informing passengers of the 
details of that action; 

detailed analysis of any other sources of information about the service such 
as inspector feedback forms and reports and/or passenger complaints; 

giving consideration to alteration of the service to make it more punctual 
and/or reliable and where necessary considering how to service those 
passengers affected by such a change; 

giving consideration to reducing or altering the frequency of the service; 

where appropriate (and preferably using an out of service vehicle) test any 
new proposals at various times of the service operation to ascertain if the 
proposed remedial measures will achieve higher levels of compliance; 

where appropriate submitting variation applications to the traffic commissioner 
in a timely manner and where necessary requesting that these be granted 
under the short notice provisions. In such cases it would be advantageous to 
seek and obtain the support of the local transport authority; the establishment 

19 http://www.dft.gov.uk/publications/bus-punctuality-partnerships-guidance/ 
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of an action plan to deal with the problem with suitable review dates included; 
active monitoring of the service once the remedial action has been taken to 
ensure that punctuality and reliability is achieved and to ascertain if any 
further action is needed. 
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Established services Proactive route management Daily Log 

75.	 Many operation desks keep a daily log of events. This is an important tool in 
identifying any incidents which may have happened which affected the 
operation on a given day and provide a reasonable explanation, for example a 
driver falling ill and having to be replaced whilst in service, or a passenger 
having a problem and the service bus having to wait whilst an ambulance 
comes or where there is a sudden and unexpected heavy downfall of snow or 
an influx of thick fog. This information and the reasons for the delay can not 
only then be used to inform the passengers but can also be valuable at any 
time thereafter if an explanation is sought by the traffic commissioner or VOSA 
in response to a complaint made by a passenger. 

Established services Proactive route management Road works 

76.	 Road works are a common cause of reliability issues. Whilst they are an 
everyday occurrence it is widely understood that they do impact significantly on 
the reliability of services. Traffic commissioners will distinguish between pre-
planned road works, which are notified, and emergency road works that might 
appear without notice. They will also take account of the extent of and amount 
of notification of these road works to the operator by the local authority. 
Operators are advised to seek full a full explanation where any department 
within the local authority has failed to notify them. 

77.	 Operators are therefore expected to establish a full and regular dialogue with 
local authorities to ensure that they receive advance notification of planned road 
works wherever possible. Where such notification occurs operators must look at 
the services that are likely to be affected and establish what action can be taken 
to alleviate the problem. A key part of this will be good communication with their 
passengers. 

78.	 It is understood that often the impact cannot be ascertained until the road works 
have actually started particularly on adjacent routes to the road works which 
may see increased traffic flows trying to avoid the road works. It is also 
understood that the impact may vary from day to day as the nature or location 
of the works changes. 

79.	 Consequently operators are expected to actively monitor the situation and to 
establish the likely problem and resultant effect. In limited cases there may be 
no practical arrangements that can be made and in this situation operators are 
expected to keep a log of that fact and the reasons why. 

80.	 As a general principle the longer term the road works the more an operator will 
be expected to have reacted to mitigate their effect. 

81.	 The sudden appearance of road works that have not been notified prior to their 
start is a recurring problem for the industry, causing much delay, confusion and 
annoyance to bus operators and their passengers alike. The unforeseen impact 
of this can often be quite dramatic. In these circumstances immediate analysis 
on the ground is required to find out the proposed length of time and nature of 
the works, followed by an action plan to mitigate the effect where possible. 

19 
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82.	 These types of road works could include (but are not limited to) emergency road 

closures for utility issues (gas/water leaks), road traffic collisions or police 
operations and further unannounced disruptions which can equally affect the 
punctuality of services. 

83.	 In these cases it is expected that the operator will keep a record of any road 
works, their impact, and subsequent action plan or reasons why no action was 
taken as again this can then be used to inform the passengers but can also be 
valuable at any time thereafter if an explanation is sought by the traffic 
commissioner or VOSA in response to a complaint made by a passenger. 

Established services Proactive route management Local Authorities 

84.	 Many operators rely on local transport authorities as work providers, time table 
setters, and external monitors and as the body responsible for bus route 
improvement measures. They can also be a valuable source of information on 
up and coming developments and road maintenance schemes. Often some 
input from various local bus operator groups is encouraged to ensure a 
dialogue on major infrastructure changes. 

85.	 If an operator is not given an opportunity to participate in such discussions, then 
their views are unknown and no account will be taken of the potential impact on 
that operator and their passengers. If an operator is involved in the dialogue 
and their views are not the deciding factor, at least if and when things go wrong 
on reliability, the operator will be able to establish that they did warn the local 
authority of the likely effect. 

Established services Proactive route management Notifying the traffic 
commissioner or VOSA 

86.	 Whilst all traffic commissioners would like to be notified of problems within bus 
service operation in their area, in reality, they do not currently have the 
resources to deal effectively with this correspondence. However the traffic 
commissioners or VOSA may subsequently request the operator to provide 
details of the reasons for a poorly run service, either on a particular day or over 
a period of time. Consequently operators are expected to keep a full record of 
any matters that do affect the reliability of their services and details of the 
remedial action to try and mitigate the impact of these incidents. This record 
can then be produced to the traffic commissioner or VOSA upon request. 

Established services Proactive route management Passenger Complaints 

87.	 Passenger complaints take a variety of forms but should always be dealt with 
seriously and effectively, as they escalate quickly if ignored. A complaint should 
be recorded and investigated and the result should also be recorded and an 
appropriate response sent to the passenger. A model code of practice for 
dealing with complaints can be found on the Confederation of Passenger 
Transport (CPT) and other websites. 
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What traffic commissioners should expect of local authorities 

88.	 DfT guidance makes clear that partnerships need to be open and transparent to 
all, and that instances of partnership working need to be notified to the relevant 
traffic commissioner. Ideally, details of the partnership would be recorded, for 
example in a plan, and made available (just because the details are recorded 
does not make it a formal agreement). Whilst it is not necessary for 
partnerships to be documented, if there is no written record it will be harder for 
operators and local authorities to demonstrate to a traffic commissioner s 
satisfaction that they are doing all they can to improve punctuality. 

89.	 Local traffic authorities20 have a statutory duty to manage their road network so 
as to secure the expeditious movement of traffic on the network as referred to in 
Sections 16-19 of the Traffic Management Act 2004. Better network 
management is directed at reducing congestion and improving reliability. It is for 
each local traffic authority to decide how they will undertake their duties but this 
can be done in a number of ways such as monitoring and managing traffic flow, 
managing traffic signals, coordinating and managing road and street works 
effectively; managing individual incidents as and when they occur, and 
controlling parking. 

90.	 These duties must be carried out by working with all partners and stakeholders 
involving consultation and views from the general public. The Department for 
Transport s Network Management Duty Guidance (DfT, November 2004)21 

advises that local traffic authorities should work with the relevant parties, 
including traffic commissioners and bus operators, in formulating and 
implementing improvement plans for bus punctuality. 

91.	 Traffic commissioners can expect local traffic authorities to be equally proactive 
in the way in which they comply with their statutory responsibilities. They are 
expected to: 

manage the road network in an effective and efficient manner taking into 
account the vital need for bus operators to run a reliable and punctual 
registered bus service and utilise the road network not only to reduce 
congestion but also to promote punctual and reliable bus services; 

in developing and maintaining the network, to recognise that bus services 
provide an essential and important public service for passengers who use 
buses to access other vital and essential public services22. For example, the 
promotion of the use of the road network at night by the freight industry (with 
the necessary checks and balances in place) will have the effect of reducing 
day time congestion; 

to take proper account of the effect of any planned road works on the 
highway on the local bus operators and to take all possible steps to reduce 
the adverse impact upon the bus operator and consequently its passengers; 

20 In some areas the local traffic authority will be the same as the local transport authority.
21 https://www.gov.uk/legislation-administered-by-the-department-for-transport#traffic-management-act-2004 
22 Arriva Derby Ltd PC0003354, first instance decision 18th February 2013 of the Traffic Commissioner for the 
North West of England 
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to provide bus operators with detailed, frequent, clear and advance 
information about emergency and programmed works on the highway (both 
highway and statutory undertaker works and to Traffic Management Act pre-
notice requirements when these apply); 

to provide bus operators with detailed and sufficient notice of the works on 
the highway giving as much notice as is possible. They are expected to 
inform bus operators when works are expected to be completed and the 
highway restored to full operational use by all road users; 

to use civil parking enforcement to deal with parking issues that can often 
obstruct buses and contribute to late running e.g. bus lane enforcement as 
well as using signal junction improvements, including the introduction of bus 
priority at traffic lights; 

to provide full and detailed evidence of partnership working with the relevant 
operators on reliability and punctuality, including the development and 
implementation of joint action plans to deliver high standards. Consequently 
where partnership working is not in place they will need to provide in 
evidence the reasons for this and the efforts they have made to initiate this. 
They are expected to have in place a road works protocol and partnership 
agreement. (An example agreement can be found at Annex 2). 

92.	 Consequently where there is poor reliability and punctuality and a partnership 
does not exist, it will be harder for a local traffic authority to defend their position 
if called to a public inquiry. 

93.	 Whilst traffic commissioners will request information from local traffic authorities 
informally in the first instance, local traffic authorities are reminded that traffic 
commissioners have the ability to direct a local traffic authority to provide the 
requested information if it is not forthcoming. 

94.	 Partnership working should also include the local transport authority. Local 
transport authorities have a statutory duty to develop policies for the promotion 
and encouragement of safe, integrated, efficient and economic transport to, 
from and within their area and are required to prepare a local transport plan, 
which they should review. It should set out the authority s policies and their 
proposals for implementing those policies as traffic commissioners have powers 
to hold local traffic authorities to account for against that statutory duty. 

What traffic commissioners should expect from partnerships 

95.	 Where partnerships23 are in place it is essential that these are notified to the 
relevant traffic commissioner. Traffic commissioners need to be aware of the 
partnership so that they have a full understanding of the actions being taken to 
address punctuality issues. Bus punctuality partnerships place a commitment 
on bus operators and the local authority (local traffic and transport authorities) 
to work together on issues affecting bus punctuality, and to identify any 
problems and solutions through the production of a punctuality partnership plan. 
A punctuality partnership will thereby provide operators and authorities with a 
framework for addressing any future difficulties which may arise and enables 

23 Including statutory Quality Partnerships 
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opportunities for further improvement to be taken. Such partnerships can and 
do take many forms. It is their effectiveness rather than their format which is 
important here. 

96.	 Traffic commissioners should expect partnerships to share reports on the levels 
of punctuality and reliability, on which performance was benchmarked, and any 
progress reports. This will ensure that they understand what actions the 
partnership is proposing to take to meet its target and can assess whether the 
actions have been taken and the progress being made. 

97.	 Traffic commissioners already expect operators to monitor the punctuality of 
their services, and this expectation is extended to the partnership. Without 
monitoring it would be difficult for the partnership to provide sufficient evidence 
to demonstrate that it is doing all it can to deliver high punctuality levels. 

98.	 Traffic commissioners should expect partners to have regular and effective 
liaison meetings to discuss concerns and review the plan to ensure that it 
remains appropriate. Without evidence of this it is difficult to see how the 
partnership can be effective. Discussions should be based on the collected 
data. Traffic commissioners expect the partnership to keep actions under 
regular review, particularly where aspects have not been delivered to ensure 
they are reconsidered. Traffic commissioners should expect to be notified of 
any revisions to ensure that they are aware of the latest position. 

99.	 Traffic commissioners and members of staff acting on their behalf are entitled to 
ask operators and local authorities for detailed evidence when considering 
whether or not to take regulatory action against an operator and/or local 
authority or whether to call an operator and/or local authority to public inquiry. 

100. Operators should keep a record when services are unexpectedly disrupted and 
for any event that was not known to the operator in time to vary the timetable 
(for example unannounced road works or unexpected consequences of a 
known event). This will avoid resources being wasted on monitoring services 
during periods that would not be taken into account in assessing performance. 

What traffic commissioners should expect of VOSA 

101. The Vehicle and Operator Services Agency (VOSA) is currently responsible for 
investigating whether operators are complying with the registered service 
requirements. The agency is charged with carrying out detailed investigative 
work on behalf of traffic commissioners into the actions being taken by 
operators and local authorities to deliver high standards of punctuality and 
reliability. This work is currently undertaken by Bus Operator Account Managers 
(BOAMs). Therefore, traffic commissioners expect operators and local 
authorities to co-operate with the BOAM on reliability and punctuality issues. In 
the first instance, the evidence of compliance with the traffic commissioners 
expectations should be provided to the BOAM. This also enables the BOAM s 
to feed in their local knowledge of an operator. 

102. BOAMs carry out visits to both operators and local authorities. The exact nature 
of the visit will depend on whether it is being carried out in response to a 
complaint or is self-generated, whether a partnership is in place and whether 
this is a first or follow up visit. But there is the expectation that operators and 
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local authorities will provide the BOAM with the necessary information to enable 
evidence to be provided to the traffic commissioners as to what actions are 
being taken to deliver high punctuality standards. 

103. The evidence provided by the operator and local authority must be fully 
recorded so as to inform the discussions and outcome of the visit. 
Consequently all relevant information and sources will be available to a traffic 
commissioner in considering whether there is a need for action where reliability 
and punctuality levels, as measured against the atomic clock, are consistently 
below the target, with no signs of improvement or plans to achieve this. 

104. Where partnerships have been established, problems identified, actions agreed, 
and there is evidence that the operator(s) and local authority(ies) have 
demonstrated a programme of continuous improvement so as to achieve a high 
level of performance, then traffic commissioners should take this into account in 
deciding whether they need to intervene. As a minimum a partnership should 
know who each other are, be able to provide evidence of full and regular 
dialogue and explain the point of the partnership. However, it will be easier for 
the partnership to demonstrate to a traffic commissioner s satisfaction that they 
are doing all they can if there is evidence of benchmarking of performance to 
establish initial levels and identify where improvements are needed, and the 
existence of a joint action plan with evidence of progress being regularly 
monitored and reviewed. 

105. In the first instance the BOAM will investigate with the operator and local 
authority what partnership arrangements are in place and what systems the 
operator has for managing reliability and punctuality and complete an 
assessment report. If issues are found then normally the BOAM would give the 
local authority and operator time to resolve these. The BOAM will schedule 
follow up visits to ensure any actions have been successfully concluded. 

106. Where a BOAM has been unable to record a satisfactory outcome the case 
must be passed to the relevant Office of the Traffic Commissioner for 
consideration by the traffic commissioner as to whether regulatory action is 
required. In determining what action to take, if a traffic commissioner does not 
feel that sufficient evidence has been obtained from the operator and/or local 
authority as to the level of punctuality and is unable to obtain this from them, 
then they may request that the BOAM undertakes a roadside monitoring 
exercise and/or obtains from the operator and local authority full details of the 
monitoring data which they have available. 

107. Where a road side monitoring exercise is undertaken the BOAM should forward 
a copy of the report to the partnership or, where no partnership exists, the 
operator and local authority. They will both be given a chance to comment on 
any adverse findings before the report is submitted to a traffic commissioner for 
consideration. 

108. In line with the principle that enforcement action should be targeted, monitoring 
exercises will normally follow receipt of a complaint (including from both the 
public and competitors). Where the results of the monitoring exercise indicate 
that the above reliability and punctuality targets have not been met VOSA will 
usually forward a copy of the report to the operator. The operator will usually be 
given an opportunity to comment on any adverse findings before the report is 
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submitted to the traffic commissioner for consideration of any formal action. 
Where the BOAM receives representations from an operator they must indicate 
in any report to the traffic commissioner whether they accept or reject the 
representations and whether it alters the basis of their initial conclusions. Full 
reasons must be given. 

109. The traffic commissioner will decide in the other instances whether a 
reasonable excuse exists. An operator is expected to raise this issue when 
responding to the BOAM report so that the traffic commissioner may take it into 
account when deciding whether to call the operator to a public inquiry. The 
submission to the traffic commissioner should refer to the factors set out in 
these Directions with reference to the standards expected of Local Bus 
Services. 

Standards expected of Local Bus Services 

110. These Directions set out the standards against which the reliability of local bus 
services is to be measured. Operators are expected to demonstrate the primary 
aim of running their registered services to their published timetables. The 
Senior Traffic Commissioner accepts that traffic and other hazards, such as 
road works, can cause short-term challenges. Traffic commissioners must 
accept that a bus may be delayed in these circumstances. However, whilst it 
might be claimed that passengers, once aboard, do not like to be kept waiting, 
there is no acceptable justification for a bus to run early. Operators must 
consider the impact on passengers waiting at bus stops, particularly in 
inclement weather and/or where there is no shelter provided. Passenger 
champions have stressed the priority to keep to timetable. An early-running bus 
may have to slow down to conform to the timetable but the Senior Traffic 
Commissioner considers this preferable to prospective passengers either 
missing an early-running bus or being kept waiting for a late-running one. 

111. In terms of compliance, timetables form the basic foundation of persuading 
potential passengers to make use of buses and which they rely upon to plan 
their travel. Monitoring against the registered timetables relies on registered 
timing points. 

Starting points 

112. All services must depart from the starting point of the journey within the 
following brackets: 

for frequent services (where the service interval is 10 minutes or less24) on 
100% of occasions: six or more buses will depart within any period of 60 
minutes, and the interval between consecutive buses will not exceed 15 
minutes; 
for timetabled services 100% of buses will depart within the bracket of up to 
5 minutes late . 

24 paragraph 9 of the Schedule to the Public Service Vehicles (Registration of Local Services) Regulations 1986 
and at paragraph 10 of the Schedule to the Public Service Vehicles (Registration of Local Services) (Scotland) 
Regulations 2001 

25 



  

 
  

           
               

             
               

              
              

         
            

             
             

  

   

 

      
            

           
              

          
           

              
 

 

         
        

          
         

  

  

              
                

              
  

            
             

  

  

             
            

         
             

              
         
           

            
 

DRAFT 
Timing points 

113. To ensure accurate monitoring traffic commissioners will not accept timing 
points more than 15 minutes apart (except where the next stop is more than 15 
minutes running time from the preceding stop when that next stop will become 
the timing point) in the interests of passengers who may wish to join the service 
anywhere along a route. Services running times may vary by time of day and/or 
day of week to take account of different operating speeds. It will be beneficial 
for passengers and operators to make timetables more accessible. Traffic 
commissioners will adopt the 15 minute criteria as the general rule for 
registrations. It will only be acceptable for running time between timing points to 
exceed 15 minutes where not to do so would compromise passenger and road 
safety. Full reasons must be provided at registration. 

114. At timing points the approach of traffic commissioners will be as follows: 

for frequent services performance measurement will be based on the 
concept of excess waiting time. This is the difference between the average 
waiting time actually experienced by passengers and the waiting time which 
is expected. The target to be applied is that buses which are scheduled to 
run frequently are expected to operate regularly, ensuring that excess 
waiting time does not exceed 1.25 minutes. Statistically, for a service which 
is expected to run every 10 minutes, the average waiting time is half that 
gap (i.e. 5 minutes); 
for timetabled services the standard is that 100% of buses will depart within 
the bracket up to 5 minutes late . 

115. The Senior Traffic Commissioner recognises that traffic commissioners must 
retain their discretion with regard to timing points for demand-responsive 
transport. 

Final destination 

116. Commissioners will expect 100% of all services to arrive at the final destination 
point no more than 5 minutes late, and they wish to emphasise that they do not 
expect to find undue recovery time inserted in the timetable towards the end of 
a journey. 

117. BOAMs and other monitoring agencies will record departure times from timing 
points except at final destination points where they will only check against late 
arrival times. 

Circumstances under which a Public Inquiry is likely to be called 

118. The intention is that partnerships be given time to resolve punctuality issues 
where compliance rate is above 80% and to demonstrate a programme for 
continuous improvement. In those circumstances the BOAM will provide update 
reports at six months and 12 months after the initial report. The BOAM must 
keep a record of all discussions they have had with the operator and local 
authority so there is a comprehensive record for a traffic commissioner to 
consider when deciding whether a Public Inquiry is necessary. By implication 
any performance falling below that rate must be referred to the traffic 
commissioner as soon as is possible. 
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119. It will be for the traffic commissioner to decide whether to convene a Public 
Inquiry at that stage, taking account of any relevant previous history. A traffic 
commissioner may decide to hold a Preliminary Hearing to determine whether a 
Public Inquiry is required or whether to allow the operator (and local authority, 
where appropriate) a short period of time in order to improve its punctuality 
and/or reliability. The traffic commissioner will decide whether and how to 
publicise the outcome of any such Preliminary Hearing. 

120. Whilst traffic commissioners retain the right to call a Public Inquiry where they 
think the circumstances of the case justify this, there are a number of 
circumstances under which a Public Inquiry is likely to be called. These include: 

where the operator and/or local authority has failed to co-operate with a 
BOAM investigation and there are a number of complaints about poor 
punctuality; 

where a partnership exists but one or more of the partners is deliberately 
departing from the agreed action plans; 

where a partnership is working together but the proposed actions have failed 
to deliver any improvements and subsequent reviews are still failing to 
deliver any improvements; and 

where the punctuality level is below 80% and insufficient or little effort is 
being made to improve reliability and punctuality. 

Guiding principles on the use of regulatory powers 

121. Traffic commissioners have a wide range of powers available to them. Whilst 
penalties can be used to focus the mind of operators, they provide limited 
benefits to those passengers affected by the poor performance; they do not 
guarantee improvements and do not reflect the role that a local traffic authority 
might have played. 

122. Public Inquires generate a lot of public interest. They are one of the most 
effective tools available to traffic commissioners to generate change and 
include the ability to prepare a report recommending the implementation of 
remedial measures, which can be taken by the operator or the local traffic 
authority to improve the operation of a service. The publication of such a report 
might generate a lot of media interest, and whilst a traffic commissioner does 
not have the ability to require a local traffic authority to implement a particular 
measure, local authorities are accountable to local communities and so may 
come under pressure from them to implement the recommended actions. In 
respect of operators, traffic commissioners do have powers that enable them to 
require an operator to put the remedial measures in place. A traffic 
commissioner can require an operator to expend money on or towards the 
provision or improvement of local services or facilities to be used by such 
services. 

123. In instances where passengers have suffered sustained poor performance and 
where an operator is failing to take action to remedy the situation, in addition to 
recommending the implementation of remedial measures, it might also be 
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beneficial to require the operator to provide compensation to passengers. 
However, like imposing a penalty this does not reflect the role that the local 
traffic authority has played. Therefore, this sanction and the application of a 
penalty are likely to be most appropriate where an operator flagrantly makes no 
effort to run reliable and punctual services, or shows a deliberate disregard for 
compliance with the registered particulars. 

124. In the interests of consistency the Senior Traffic Commissioner directs that the 
following be adopted as the starting point for traffic commissioners when 
considering their powers to impose an order to expend a certain sum of money 
by imposing a penalty under Section 155 of the Transport Act 2000 

Range of Penalty per Vehicle 
Compliance rate Minimum Maximum 
More than 96% Nil £50 
93% - 96% £50 £150 
89% - 92% £150 £250 
85% - 88% £250 £400 
81% - 84% £400 £550 
80% or less £550 

125. The amount may be increased or reduced to reflect the circumstances of each 
case. In deciding on the amount to impose a traffic commissioner should take 
account of the existence of partnership arrangements and how effectively the 
operator has worked with the local authority, as well as the overall levels of 
performance. 

Reasonable excuse 

126. When considering whether to convene a Public Inquiry and at the hearing itself, 
regarding allegations that services are not being run in accordance with the 
registered particulars, the traffic commissioner may need to determine whether 
or not the operator had a reasonable excuse for a failure. 

127. In arriving at that decision, a traffic commissioner will wish to consider whether 
the operator has proactively managed registered services with the objective of 
achieving appropriate levels of reliability and punctuality. In particular the traffic 
commissioner will wish to consider: 

Whether the registration has been regularly reviewed in the light of known 
road conditions and the resources available to the operator. 
Whether the control strategies are appropriate and adequate. 
Whether adequate resources are provided. 

128. The Senior Traffic Commissioner directs that decisions on whether to accept 
short-term difficulties must be based on the principle that it is for operators to 
construct their timetables to take account of known peaks of congestion etc. 
This may require the operator to allow for different running speeds on particular 
sections of a route, or at different times of day, or on different days of the week. 
It is for an operator to satisfy a traffic commissioner that there was a 
reasonable excuse for a bus failing to run to its registered timetable, but the 

traffic commissioner should consider patterns of timekeeping and whether the 
operator had taken all reasonable steps to ensure buses run to their published 
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times. The objective is to achieve a timetable that can normally be met rather 
than one which in theory relies upon clock face headway (and which is easy to 
remember) but which rarely achieves its aspirations. Operators are at liberty to 
vary their registrations (subject to the requirements summarised above) to meet 
changing circumstances. Where problems regularly exist operators should vary 
their registration to reflect what is achievable and actually happening rather 
than retain an unworkable aspiration. 

129. Traffic commissioners must consider the detailed circumstances of each route 
that is brought to their attention. Operators should be clear that the Senior 
Traffic Commissioner expects timetables to be realistic and based on an 
informed assessment of each route, including congestion. 
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ANNEX 1 

Extracts from relevant legislation 

1. Section 2 of the Transport Act 1985 provides as follows: 

Local services 
(1) In this Act local service means a service, using one or more public 
service vehicles, for the carriage of passengers by road at separate fares 
other than one 

(a) which is excluded by subsection (4) below; or 

(b) in relation to which (except in an emergency) one or both of the 
conditions mentioned in subsection (2) below are met with respect to 
every passenger using the service. 

(2) The conditions are that 

(a) the place where he is set down is fifteen miles or more, measured 
in a straight line, from the place where he was taken up; 

(b) some point on the route between those places is fifteen miles or 
more, measured in a straight line, from either of those places. 

(3) Where a service consists of one or more parts with respect to which one or 
both of the conditions are met, and one or more parts with respect to which 
neither of them is met, each of those parts shall be treated as a separate 
service for the purposes of subsection (1) above. 

(4) A service shall not be regarded for the purposes of this Act as a local 
service if 

(a) the conditions set out in Part III of Schedule 1 to the 1981 Act (trips 
organised privately by persons acting independently of vehicle 
operators, etc.) are met in respect of each journey made by the 
vehicles used in providing the service; or 

(b) every vehicle used in providing the service is so used under a 
permit granted under section 19 of this Act. 

(5) Subsections (5)(b), (c) and (6) of section 1 of the 1981 Act (meaning of 
fares ) shall apply for the purposes of this section. 

2. Section 6 of the Transport Act 1985 provides as follows: 

Registration of local services (England and Wales) 

(1) In this section service means a local service which is neither a London 
local service nor a service which falls within subsection (1A) below nor a 
service provided under an agreement entered into, where a railway service 
has been temporarily interrupted, with the Secretary of State, the Scottish 
Ministers or the National Assembly for Wales under section 40 of the 
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Railways Act 2005 (substitution services provided for interrupted or 
discontinued railway services). 

(1A) A service falls within this subsection if conditions A and B are satisfied in 
relation to it. 

(1B) Condition A is satisfied if the service is provided in pursuance of 

(a) the obligation placed on a local authority by section 508B(1), 
section 508F(1), or section 509AA(7)(b) or (9)(a) of the Education Act 
1996 (provision of transport etc); 

(b) the exercise of the power of a local authority under section 508C(1) 
of that Act; 

(c) arrangements made by a local authority in pursuance of a scheme 
made by them under Schedule 35C to that Act (school travel 
schemes). 

(d) the obligation placed on a local authority by sections 3 or 4 of the 
Learner Travel (Wales) Measure 2008; or 

(e) the exercise of the power of a local authority under section 6 of that 
Measure. 

(1C) Condition B is satisfied if the service is for the carriage of any of the 
following persons (and no other) 

(a) a person receiving education or training at premises to or from 
which transport is provided in pursuance of the obligation, the exercise 
of the power or the arrangements, as the case may be, mentioned in 
paragraph (a), (b), (c), (d) or (e) of subsection (1B); 

(b) a person supervising or escorting any such person while he is using 
such transport; 

(c) a person involved with the provision of education or training at any 
such premises. 

(2) Subject to regulations under this section, no service shall be provided in 
any traffic area in which there is a stopping place for the service unless 

(a) the prescribed particulars of the service have been registered with 
the traffic commissioner for that area by the operator of the service; 

(b) the period of notice (in R7 (1) of the QCS regs where this applies 
the wording shall read 
commissioner may 
expired; and 

as such period of notice as 
in relation to the regist

the traffic 
ration has 

(c) the service 
particulars. 

is operated in accordance with the registered 

determine ) 
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(2A) Where 

(a) any registration restrictions imposed under section 114(3A) of the 
Transport Act 2000 (quality partnership schemes) are in force, and 
(b) an application for registration is made in respect of a service in 
relation to which those restrictions have effect, 

section 6A of this Act has effect in relation to the application. 

(3) In subsection (2) above the period of notice , in relation to any 
registration, means, subject to regulations under this section 

(a) the period prescribed for the purposes of this subsection; or 

(b) if longer, the period beginning with the registration and ending with 
the date given to the traffic commissioner by the operator as the date 
on which the service will begin. 

(4) An application for registration shall only be accepted from a person who 
either holds an unconditional PSV operator s licence or a permit under section 
22 of this Act or is using, or proposing to use, a school bus belonging to that 
person for farepaying passengers in accordance with section 46(1) of the 
1981 Act. 

(5) In subsection (4) above unconditional , in relation to a PSV operator s 
licence, means a licence which does not have attached to it a condition 
imposed under section 26(1) of this Act prohibiting, or having the effect of 
prohibiting, the operator from using vehicles under the licence to provide the 
service to which the application in question relates. 

(6) In this Act any reference to a service registered under this section is a 
reference to a service in respect of which the prescribed particulars are 
registered under this section. 

(7) Any registration may be varied or cancelled on an application made by the 
operator of the service to which it relates. 

(8) Subject to regulations under this section, the variation or cancellation of a 
registration shall become effective 

(a) on the expiry of the period beginning with the date on which the 
traffic commissioner accepts the application and ending with the date 
determined in accordance with regulations under this section (in R7 of 
the QCS Regs where this applies the words shall have effect as if they 
were such period of notice as the Traffic commissioner shall 
determine ); or 

(b) if later, on the day given to the traffic commissioner by the operator 
as the effective date for the variation or (as the case may be) 
cancellation. 

(9) Regulations may be made for the purpose of carrying this section into 
effect and any such regulations may, in particular, make provision 
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(a) for permitting the variation of a registered service, in such 
circumstances as may be prescribed, without variation of the 
registration; 

(b) for excluding or modifying the application of subsection (3) or (8) 
above in such cases or classes of case as may be prescribed; 

(c) that in such cases or classes of case as may be prescribed 

(i) subsection (2) above shall have effect as if for the reference 
in paragraph (b) to the period of notice there were substituted a 
reference to such period as the traffic commissioner may 
determine; 

(ii) subsection (8) above shall have effect as if for the reference 
in paragraph (a) to the date on which the period mentioned in 
that paragraph is to expire there were substituted a reference to 
such date as he may determine; 

(d) as to the procedure for applying for registration or for the variation 
or cancellation of a registration; 

(e) for an application for registration or for the variation or cancellation 
of a registration not to be accepted by the traffic commissioner to 
whom it is made unless the applicant gives to the commissioner such 
information as he may reasonably require in connection with the 
application; 

(f) as to the traffic commissioner to whom an application for registration 
is to be made in the case of services which will run through the areas 
of two or more traffic commissioners; 

(g) as to the documents (if any) to be issued by a traffic commissioner 
with respect to registrations; 

(h) as to the cancellation of registrations relating to discontinued 
services; 

(i) for enabling a traffic commissioner to require the operator of a 
registered service, in such circumstances as may be prescribed, to 
keep records of such matters relating to the operation of the service, in 
such manner, as may be prescribed; 

(j) for requiring the operator of a registered service who is required to 
keep records by regulations made by virtue of paragraph (i) above to 
make those records available to the traffic commissioner; 

(k) for requiring the operator or prospective operator of a registered 
service to give, to such persons and at such times as may be 
prescribed, such information as may be prescribed with respect to the 
service, or proposed service, or any proposal to vary or cancel the 
registration of the service; 
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(ka) for imposing restrictions on the use that may be made of records 
made available as mentioned in paragraph (j) above or information 
given as mentioned in paragraph (k) above; 

(l) for excluding from the application of this section services which 
are 

(i) excursions or tours; or 

(ii) excursions or tours falling within a prescribed class. 

(10) Regulations made by virtue of paragraph (ka) of subsection (9) above 

(a) may create one or more criminal offences relating to the use of 
records or information in breach of the restrictions imposed by those 
regulations, but 

(b) may not provide, in respect of any such offence, for a penalty 
greater than a fine not exceeding level 4 on the standard scale 

3. Section 16 of the Traffic Management Act 2004 provides as follows: 

NETWORK MANAGEMENT BY LOCAL TRAFFIC AUTHORITIES 

General duties relating to network management

 (1)It is the duty of a local traffic authority to manage their road network with a 
view to achieving, so far as may be reasonably practicable having regard to 
their other obligations, policies and objectives, the following objectives 

(a)securing the expeditious movement of traffic on the authority's road 
network; and 

(b)facilitating the expeditious movement of traffic on road networks for 
which another authority is the traffic authority. 

(2)The action which the authority may take in performing that duty includes, in 
particular, any action which they consider will contribute to securing 

(a)the more efficient use of their road network; or 

(b)the avoidance, elimination or reduction of road congestion or other 
disruption to the movement of traffic on their road network or a road 
network for which another authority is the traffic authority; 

and may involve the exercise of any power to regulate or co-ordinate the uses 
made of any road (or part of a road) in the road network (whether or not the 
power was conferred on them in their capacity as a traffic authority). 

(3)In this Part network management duty , in relation to a local traffic 
authority, means their duty under this section. 
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4. Section 17 of the Traffic Management Act 2004 provides as follows: 

Arrangements for network management 

(1)A local traffic authority shall make such arrangements as they consider 
appropriate for planning and carrying out the action to be taken in performing 
the network management duty. 

(2)The arrangements must include provision for the appointment of a person 
(to be known as the traffic manager ) to perform such tasks as the authority 
consider will assist them to perform their network management duty. 

(3)The traffic manager may (but need not) be an employee of the authority. 

(4)The arrangements must include provision for establishing processes for 
ensuring (so far as may be reasonably practicable) that the authority 

(a)identify things (including future occurrences) which are causing, or 
which have the potential to cause, road congestion or other disruption 
to the movement of traffic on their road network; and 

(b)consider any possible action that could be taken in response to (or 
in anticipation of) anything so identified; 

but nothing in this subsection is to be taken to require the identification or 
consideration of anything appearing to have only an insignificant effect (or 
potential effect) on the movement of traffic on their road network. 

(5)The arrangements must include provision for ensuring that the authority 

(a) determine specific policies or objectives in relation to different roads 
or classes of road in their road network; 

(b) monitor the effectiveness of 

(i)the authority's organisation and decision-making processes; and 

(ii)the implementation of their decisions; and 

(c)assess their performance in managing their road network. 

(6)The authority must keep under review the effectiveness of the 
arrangements they have in place under this section. 

5. Section 18 of the Traffic Management Act 2004 provides as follows: 

Guidance to local traffic authorities 

(1)The appropriate national authority may publish guidance to local traffic 
authorities about the techniques of network management or any other matter 
relating to the performance of the duties imposed by sections 16 and 17. 
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(2)In performing those duties a local traffic authority shall have regard to any 
such guidance. 

6. Section 19 of the Traffic Management Act 2004 provides as follows: 

Power to require information relating to network management 

(1)The appropriate national authority may direct a local traffic authority to 
provide it, within a specified period, with specified information connected with 
any aspect of the performance of their duties under sections 16 and 17. 

(2)The information that may be specified in such a direction 

(a)must be information which the authority have in their possession or 
can reasonably be expected to acquire; and 

(b)includes, in particular, information relating to 

(i)the management of a local traffic authority's road network; or 

(ii)the use of their road network by different kinds of traffic or the 
effects of that use. 

(3)A direction under this section may be given to two or more local traffic 
authorities or to local traffic authorities of a description specified in the 
direction. 

(4)A direction under this section given to a London authority must be copied to 
the Mayor. 
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ANNEX 2 

Sample Road Works Protocol and Partnership agreement 

The need for partnership 

The Top Priority 
The bus passenger s top priority, by far, is that the bus they use or plan to use 
adheres to the published timetable. It is a recognised fact that bus operators are 
unable to deliver their passengers top priority single-handedly. Although the 
expectation is obviously that registered services will always run at the specified time, 
road works and other external factors can often make this difficult to achieve. 

The social and economic multiplier 
Road works cause delay to the buses that the passengers use and therefore make 
the service they receive unreliable. Every day, many random factors conspire to 
impinge upon the running of punctual and reliable services. However many road 
works are predictable and planned events can be managed by the bus operators. 
But planned or predictable road works can still often cause particular problems. 
Buses become unreliable as they get caught in the congestion caused by road 
works, and the effect can become cumulative as the bus passes through the site 
several times each day, multiplying the effect of delay in terms of timekeeping, cost 
and inconvenience to passengers. The effects of specific road works will often be 
felt way beyond the immediate proximity of the road works site and passengers 
elsewhere on the route are unlikely to comprehend that their journey is disrupted 
because of a problem in a place they have not heard of. 

Providing a (sometimes long and indirect) diversionary route or stretching the 
timetable simply adds to the length of the passenger journey and therefore the 
inconvenience to the passenger. 

Modal shift giving the bus the edge 
Scheduled road works are planned events agreed between the local highway 
authority and the relevant utility/service provider and bus operators believe that they 
should be planned to avoid or minimise the disrupting effect they have on 
passengers journeys. Doing this effectively might present an opportunity to 
influence modal shift from car to bus. If buses can be seen to receive greater priority 
at road works, people who would not normally use public transport may be more 
willing to do so if the bus has the edge when road space is at a premium. This may 
also help to overcome the negative effects of road works on efforts to achieve Local 
Transport Plan (LTP) bus use targets. 
It is therefore expected that local transport authorities will give consideration to the 
introduction of diversions for all traffic other than buses where indeed it is still 
possible for through travel and rather than have all traffic slow down progress, the 
bus will then have greater opportunity on its own to follow its registered timetable. 

An essential service 
Local transport authorities should consider that bus services are not to be regarded 
as general traffic as now, but as an essential public service with which deliberate 
interference should be avoided. It has long been accepted that the essential 
services of the electricity, gas, telephone, water, tramway and railway undertakings 
are not interrupted without proper arrangements being made or an alternative 
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service to their customers and without adequate notice being given. As bus services 
are also an essential public service they should not be regarded any differently. 

Partnership needed 
To reduce the scale and frequency of the negative social and economic effects of 
bus service disruption caused by road works, there is an obvious need for the 
development of operator/local authority partnerships. 

Possible partnership outcomes: 

1.	 At the planning application, consent and permanent or temporary traffic 
regulation order stages, every effort should be made during negotiations with 
developers and contractors to find a solution which does not sever or otherwise 
severely disrupt the bus route. There are a number of aspects to this. 

2.	 In the case of new development proposals, developers should be informed at an 
early stage of the pre-construction discussion process that there will be a 
requirement that the service for bus passengers is not to be interrupted when the 
developer, highway authority contractor or statutory undertakers are making 
connections to existing highway and services networks. There are three potential 
ways of conveying this information to developers in a way that would enable them 
to respond at the design stage: 

a.	 Firstly, the design and other guidance provided to developers should 
include a statement regarding the potential effect of road works on bus 
passengers and an explanation of the requirements the Council wishes to 
impose on developers to manage this; 

b.	 Secondly, when supplying highways comments on planning applications 
to the Local Planning Authority (LPA), the Council has the opportunity to 
emphasise this point (and the need for mitigation strategies) in appropriate 
cases, and 

c.	 Thirdly, while recognising that the Council may not be an LPA, it is felt that 
the Council does have the opportunity through its agency or partnership 
arrangements to influence the LPA and request that a clear statement 
about the need to protect bus services is endorsed on the planning 
consent. 

3.	 In the case of works which are at the implementation stage, a way through should 
be found for buses (and perhaps some other designated traffic) but not for private 
motorists. By the creative development and use of TTROs it is felt that there are 
ways of doing this that seem not to have always been fully explored in the past. 
These must of course conform to the basic requirements of Chapter 8 of the 
Traffic Signs Regulations and General Directions 2002. 

4.	 It is recognised that the Council and contractors must deal effectively with their 
Health and Safety and CDM obligations and protect their workforce. However in 
any case where closure of the highway is being considered, a comprehensive 
risk assessment should be carried out to identify measures which could be 
implemented to enable buses to continue to use the restricted section of road. 
Buses have generally been considered as part of the mix but there is 
justification for them being treated differently on the basis of the volume of 
passengers carried per vehicle movement and the disproportionate impact of 
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delaying a bus compared to a private car, for example. Suggested measures to 
achieve this objective might include one or more of the following: 

a.	 A requirement for the bus to travel at low speed through the works, 
enforced by suitable measures, including written instructions for the 
operator to brief the drivers; 

b.	 The provision of a banksman by the construction site manager to 
supervise the passage of the bus through safety critical sections of the 
works; 

c.	 The provision of localised temporary carriageway widening using 
temporary surfaces etc., to enable buses to travel over adjacent verges to 
pass around or through the works. It is however recognised that this may 
not always be possible in verge or other areas where there is pedestrian 
activity or statutory undertakers underground plant; 

d.	 The provision of temporary concrete or water-filled barriers at safety 
critical locations; 

e.	 The provision of steel plates over trenches and the excavation of trenches 
in sections; 

f.	 The provision of temporary waiting restrictions (TTROs) on adjoining side 
roads to enable the bus to by-pass affected sections of road, and: 

g.	 Full consideration being given to undertaking works at night or other times 
which would have a lesser impact on traffic. 

5.	 Diversion signing would need to clearly state that the way through was for buses 
only and this may be instrumental in influencing the choice of transport mode 
by car drivers for at least the duration of the road works but possibly thereafter as 
well. 

6.	 Shuttle buses, which may take convoluted routes and present the passenger with 
delay, and a mid-route change of bus in all weathers, are a common but largely 
palliative solution to be used only if no others are possible. The danger with such 
an option is that it may cause a drop in patronage that is permanent, rather than 
temporary, thus exacerbating future congestion in the network once the works 
are completed. 

7.	 There are cases where the use of temporary traffic signals to control one-way 
traffic or complex junctions is unavoidable. However, in these cases, the signal 
timings should be adjusted as necessary to take account of peak tidal flows and 
every effort made to afford priority green time to bus routes. The use of Stop/Go 
boards for traffic management during peak periods where tidal flows are 
unbalanced and can cause undue delays to scheduled services is to be avoided 
when simple fixed plan timings for temporary signals can be used and may be 
the most effective way to keep traffic moving. 

8.	 On some routes, buses are fitted with Automatic Vehicle Location (AVL) or similar 
equipment and the use of this is becoming more common. When it is necessary 
to use temporary signals on those routes, the possibility of temporary signals 
being equipped to detect the presence of an AVL or similarly equipped bus 
should be explored. This will ensure that appropriate priority in the form of 
extended green times as the bus approaches is assigned within the cycle time to 
hasten the bus past the works. 
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9.	 There should be timely and full consultation about the planning and 

implementation of road works, in order that the best arrangements for bus 
passengers can be properly considered throughout the entire process. 

10.A protocol for	 bus operators and councils should be developed, agreed and 
implemented to ensure a co-ordinated approach to dealing with road works and 
their effect on bus passengers. 

11.The Council s statutory Traffic Manager s Network Management duty (Traffic 
Management Act 2004 TMA) should have as part of his or her role the specific 
requirement to cater adequately for bus passengers. At present the duty includes 
securing the expeditious movement of traffic on the authority s road network 

(http://www.legislation.gov.uk/ukpga/2004/18/section/16) without special 
consideration of bus or other public transport. Such an approach could be 
covered under specific agreements under (9) and (10) above as an interpretation 
of 16(2) (a) of the TMA. 

12.The Council s Code of Practice for Road Works should be amended to take 
account of the need to avoid interrupting bus services for bus passengers. 

13.Developers and others wishing to work on the highway should be informed of 
these requirements at the earliest stage to enable them to plan and design their 
works effectively and economically to avoid interrupting bus services from the 
outset, with the needs of bus passengers fully in mind. 

14.Where co-ordination meetings are held with developers or contactors, bus 
operators would be prepared to attend and should be considered in the same 
light as the statutory undertakers. 

15. It is felt that the measures outlined would be a positive advantage to the LTP 
delivery process, whereby the authority would be able to demonstrate a 
commitment to ensuring modal choice and positive support for bus operators and 
their passengers. 

16. It is firmly believed that the suggestions listed need not be unduly onerous if 
everyday working practices are adjusted to incorporate them as a matter of 
routine. 

17.Operators would be prepared to invest in complementary technologies such as 
transponders, AVL and associated equipment, to assist. 

Partnership principles 

1. This agreement is made between Council Name and Bus Operator. 

2.	 The two parties recognise and support the investment made through the LTP and 
the need to increase the number of bus passenger journeys made annually as a 
contribution to improving network efficiency and reducing carbon and other 
vehicle emissions as a commitment to combating the impacts of climate change. 

3.	 Both parties recognise and accept that the provision of a reliable, efficient service 
to bus passengers is essential, and that buses should be treated in a different 
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way from general traffic, so that interference with their services by road works is 
minimised. 

4.	 Both (or all involved) parties agree to work together constructively to achieve 
these objectives. 

Obligations of the Bus Operator: 

1.	 To provide timely and constructive responses to all consultations. 

2.	 To provide the Council (and/or other relevant bodies/agencies) with a list of 
appropriate contacts who have the authority to respond to consultation and to 
ensure that this is kept up to date. 

3.	 That while pressing fully the case for bus passengers, the operator will be mindful 
of the Council s statutory responsibility under the TMA and other legislation and 
will not make unreasonable demands. 

Obligations of the Council: 

1.	 To understand the legal obligations of bus operators to meet the registered 
timetable within the time parameters set and regulated by the Traffic 
commissioner. Bus Operators have to submit changes to their registrations at 
least 56 days before the change is to take place. A through consultation would 
enable discussion on how road works may be timed or bus passage may be 
accommodated. It would also enable bus operators sufficient time to make 
alternative arrangements with passengers in the event that a through way is not 
going to be possible. 

2.	 To consult with the bus operator about proposed road works affecting the 
services it provides to its passengers, normally allowing a minimum period of 
consultation which should be related to the 56 day registration notice period 
although accepting that planning legislation requires a more rapid consideration 
of applications. 

3.	 To provide the bus operator with a list of appropriate contacts who have authority 
to respond to the bus operator s representative(s) and to ensure this is kept up to 
date. 

4.	 To use its reasonable endeavours to avoid/minimise interruption to bus services 
when planning and implementing road works, and monitoring and authorising 
road works undertaken by third parties under the relevant legislation (including 
the New Roads and Streetworks Act 1991). 

5.	 When commenting on the highway aspects of planning applications, to ensure as 
far as possible that the LPA and in turn, the developer, are made aware that 
works to the highway which involve interruption to bus services must be avoided 
wherever possible and that the developer will be expected to meet the cost of 
such measures as may be necessary to fulfil this requirement. 

6.	 To ensure that the Traffic Manager takes account of the requirements of bus 
passengers when planning and co-ordinating works on the highway. 
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7. To ensure that this protocol is also followed by its partnering / agent councils and 

contractors. 
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