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Convener’s Foreword

The Transport (Scotland) Act 2005, which received Royal Assent on 5 August 2005, placed a duty on Scottish Ministers to establish a Public Transport Users' Committee for Scotland (PTUC).

During the passage of the Bill in Parliament the Minister for Transport gave a commitment to consult on the establishment of the new body prior to its creation.  The outcome of the consultation favoured an integrated, high level, multi modal committee that also took on the functions of the Bus Users' Complaints Tribunal (BUCT). 

The PTUC was established by ‘The Public Transport Users’ Committee for Scotland (Order) 2006’ (PTUC Order 2006) and held its first statutory meeting in April 2007.  The PTUC’s role is to advise Ministers in relation to public transport policy.  The PTUC operates under the name Passengers' View Scotland (PVS).  

The first year has been one of establishment.  Several changes of secretariat and the move of office from Dunfermline to Edinburgh, as well as a change of Government brought their own challenges. 

PVS members also spent some time working with the Mobility and Access Committee for Scotland (MACS) on the Government’s proposed merger of the two bodies.  
I was appointed Convener by Scottish Ministers on 1 May 2008, following John Elliot’s resignation in April 2008. 
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Remit & Strategic Objective

The remit of the PVS as agreed by Scottish Ministers is as follows:

· to advise Scottish Ministers on strategic issues, reflecting passengers' views, relating to public transport services in, from and to Scotland, either on their own instigations or at Scottish Ministers' request; 

· to give advice and make recommendations to the Scottish Ministers regarding the promotion and improvement of integration, safety, the environment, sustainable transport, social inclusion, accessibility, mobility of disabled person in relation to transport, traffic information, security, and economic growth; 

· to engage with and complement the work of existing, proposed and new bodies, as well as users and providers and to undertake research; 

· to input into the development of national and regional strategies and accessibility policy; 

· to produce an annual report for Scottish Ministers highlighting issues of concern to travellers; and 

· to refer matters to the Scottish Ministers for consideration by them.

Strategic Objective

PVS adopted the following strategic objective:

PVS will seek to contribute to the Scottish Government's strategic objectives to improve public transport and encourage modal shift, in Scotland and to and from Scotland, which in turn will contribute to a wealthier and fairer, healthier, safer and stronger, smarter and greener Scotland.  PVS will focus its work on integration and information but may include any matter that is deemed to lead to or create improvements for public transport users.

Members

The Convener was appointed on 1 February 2007 with the 11 members being appointed on 1 April 2007. All members were appointed under the Office of the Commissioner of Public Appointments in Scotland's Code of Practice.
The Members of the Committee during 2007-08 were as follows:

John Elliot (Convener).  John has worked in Public Transport since 1965 and has held various positions from Bus Conductor to Managing Director.  He is currently Chief Executive of Traveline Scotland and mainly concerned with the provision of Public Transport information.  John sat on working groups advising on the development of the National Concessionary Fare Scheme. He is currently Chairman of One Ticket Limited which provides integrated ticketing for Public Transport customers in South East Scotland.  John is a Fellow of the Chartered Institute of Logistics and Transport and has held a lifelong interest in the customer facing issues relevant to Public Transport. 

Charles Anderson is a member of the South East Regional Transport Partnership and has a lifetime interest in public transport.  He is a former local authority Chief Executive and upon retiral established a transport-related consultancy which focuses on quality.

Anthony Devlin is a Trade Union Official with T&G Scotland and has worked in the transport industry for approximately 20 years.  He has chaired National Transport Committees within the trade union movement. He does not hold any other Ministerial appointments.

Christine Dora has held various policy posts within the Scottish Government and its predecessor bodies, most recently as Policy Director for the Judicial Appointments Board for Scotland.  She now works for East Lothian Council (since February 2008).  She and her young family cycle, walk and use public transport for the majority of their personal transport needs.
Ann Henderson has worked in the Scottish Parliament since 1999 and served on the Rail Passenger Committee (Scotland) prior to its dissolution in 2005. She currently works full time as Assistant Secretary with the Scottish Trade Union Congress (STUC).

Irene Kitson is a non executive Board Director of Lothian Buses plc. She is also a member of Parole Board Scotland and a member of the Employment Tribunal which attracts daily rates of £185 and £159 respectively.  She is also a Board member of Scottish Enterprise Edinburgh and Lothian and Chair of Nisus Scotland, a voluntary sector organisation assisting people into work.
Gary Lawson is a project manager with the Royal Bank of Scotland Group and has wide experience of managing business change.  He served on the Rail Passenger Committee (Scotland) prior to its dissolution in 2005.  He does not hold any other Ministerial appointments.

James King served on the Rail Passenger Committee (Scotland) prior to its dissolution in 2005 and now represents Scottish and passenger interests on the boards of Passenger Focus, which attracts an annual rate of £15,300, and the British Transport Police Authority. James was previously Vice Chair of Rail Action Group East of Scotland.

John Murray has spent his working life in school teaching, latterly as Head Teacher of Lochgilphead High School.  He is currently secretary of an Comunn Gàidhealach (Argyll Region) and chair of Mod Dhail Riàta.  He does not hold any other Ministerial appointments.

Colin Reid is Professor of Environmental Law at Dundee University. He is a member of the Executive of the Society of Legal Scholars and founding Convener of its Environmental Law Section.  Colin serves on several editorial boards, notably Scottish Planning and Environmental Law. He does not hold any other Ministerial appointments.

Jane Steven is a qualified nurse and social worker, with a long history of working on rural community access and transport issues.  Jane is now retired but acts in a consultative capacity as a locum Care Commission Officer and was appointed as a Public Member of Network Rail in November 2006. She does not hold any other Ministerial appointments.

Bill Ure is a member of Strathclyde Partnership for Transport, and the Scottish representative of the Rail Freight Group.  Bill is a member of the Scottish Transport Studies Group and of the Policy Committee of the Chartered Institute of Logistics and Transport and was previously Director of the Rail Passenger Committee Scotland and Secretary of the CalMac Users' Committee.  He does not hold any other Ministerial appointments

Secretariat

When the PTUC was established a Secretariat and an office had to be established.  In line with the Government’s Best Value policy it was felt that a joint Secretariat should be set up to support the Mobility and Access Committee for Scotland (MACS) and PVS.

At the time the former Government had a location policy that required that any new offices should be set up outside Edinburgh or Glasgow.  After a relocation study was carried out it was decided that the joint Secretariat should be based in Dunfermline.

The Secretariat moved into the Dunfermline office in February 2007, after which there was a change of personnel.  The majority of PVS main committee meetings were held in this office until January 2008 when a change in location policy allowed the Secretariat to be located alongside Transport Directorate staff at Victoria Quay in Edinburgh.

This arrangement was more effective and efficient because of the close arrangement with the sponsor division and their Transport Directorate colleagues.  The move coincided with further changes within the Secretariat.

2007-08 Work Programme
PVS had four strategic objectives for 2007-08, as follows:

1. Adapt and be comfortable with its remit and understand its role alongside its stakeholders and other key bodies;
2. Carry out an awareness campaign to publicise PVS;

3. Identify key areas where  PVS might wish to make a contribution; and 

4. Create a sub-committee to take on the functions of the Bus Users' Complaints Tribunal (BUCT).

PVS held an induction day in June 2007 and at early meetings received presentations from Passengers Focus, the Air Traffic Users Committee, the Scottish Traffic Commissioner and the Chartered Institute of Logistics and Transport.
PVS also contacted the local authorities, the Regional Transport Committees and wrote out to a number of organisations informing them of PVS’ remit.

PVS established a number of sub-committees to identify key areas of work.

PVS established a sub-committee called Bus Passengers’ Platform on 26 April 2007 to carry out the former functions of BUCT. 

 Meetings
The Committee met on the following dates:

Statutory Meetings

26 April 2007

16 August 2007

25 October 2007

24 January 2008

Member Meetings

15 June 2007 – Induction Day

13 March 2008 – Briefing on PVS/MACS Merger
20 March 2008 – Joint meeting with MACS

Minutes of these meetings are available on the PVS website:
http://www.scotland.gov.uk/Topics/Transport/ptuc/Meetings
The PTUC Order 2006 required the Committee to set up a sub-committee to carry out the former functions of the Bus User Complaints Tribunal.  The legislation also allows the Committee to set up sub-committees as and when it sees fit to do so.  Every sub-committee must have at least one member of the main committee on it.  A report on the individual sub-committees follows.

Information Working Group

The Information Working Group was established to review the provision of public transport information within Scotland and to make recommendations to Scottish Ministers where these needs are not being met.

As an initial activity the Working Group conducted a website survey of leading organisations in Scotland (including the top 50 companies, government organisations, hospitals, leisure industry, football stadiums, cinemas) to identify those that contained links to public transport information.

The Working Group also:
· Wrote to external bodies to identify evidence about public transport information needs (including transport providers, user representative organisations, academic institutions);

· Considered in more detail existing research on public transport and information;

· Considered the use of text by Traveline Scotland, Traffic Scotland and Transport Direct;

· Considered how Traveline Scotland, Traffic Scotland and Transport Direct deal with perturbations to the public transport system and how the public is kept informed.

Membership
James King (Chair)
Colin Reid
Jane Steven

Integration Working Group

The Integration Working Group first sought to understand what passengers consider to be integrated transport.  The Working Group gathered information on integrated transport schemes and produced a register of schemes which highlighted good practice examples and gaps which could lead to the introduction of new schemes. 

Membership
Bill Ure (Chair)
Tony Devlin

Christine Dora

Gary Lawson

John Murray

Jane Steven

Communications Working Group

The Communications Working Group was established to develop a process to ensure that stakeholders have an understanding of and PVS’ main aims and strategic objective.

Initial outputs of this group were a stakeholder map, a profile raising campaign and the development of a web site as the prime vehicle for communication with stakeholders.  The PVS’ communication policy had to take account of the change in the stakeholder landscape following the 2007 election which gave greater empowerment to local authorities regarding transport issues.   

Membership
Gary Lawson (Chair)
James King

Irene Kitson

Policy and Environment Working Group

The objective of the Policy and Environment Working Group was to ensure passengers' public transport issues featured in policy documents as they are developed or revised and to encourage the creation of policies and strategies additional to existing ones.  
During the year PVS was a consultee for relevant governmental policy consultations.  The Working Group submitted consultation responses to the National Planning Framework and the Commonwealth Games Legacy.  The issue of public transport was also raised with the parliamentary committee considering the Commonwealth Games Bill.  

Membership
Colin Reid (Chair)
Ann Henderson
Tony Devlin
Bill Ure

Bus Passengers' Platform

As from 26 April 2007 the Bus Users Complaints Tribunal was wound up and its functions subsumed by Passengers' View Scotland (PVS).  PVS established a sub committee, Bus Passengers' Platform (BPP), to deal with customer complaints against bus operators where the operators have failed to deal in a satisfactory manner with the complaint in the first instance.  

Membership
Charlie Anderson (Chair)

Irene Kitson

Gavin Booth (co-optee from Bus Users UK)

Marjory Rodger (co-optee from the Confederation of Passenger Transport UK)

The categories of complaint dealt with by BPP include the following:

· problems with bus punctuality 

· incorrect fare charged 

· attitude or behaviour of staff 

· personal security 

· accessibility and 

· clarity of destination and route information

If complainants remain dissatisfied after BPP has determined their complaint, they have a right of appeal to PVS.  During the year there were no referrals to PVS. 

During the year, 1 April 2007 - 31 March 2008, BPP received 143 complaints, of which 71 were within scope.   The remainder were not considered because:-

· 24 complainants had either not contacted the operator, or had failed to await the operator's response

· 22 complaints lay solely within the remit of the Traffic Commissioner

· 12 had to be contacted again to secure further relevant information

· 10 were being dealt with by other agencies such as the relevant local authority, and

· 4 complainants had provided inadequate contact details

Of the 71 complaints dealt with, correspondence with the operators led to 31 (44%) being resolved to the complainant's satisfaction after initial correspondence between BBP and the operator, for example because the operator had made a positive, tangible gesture which was acceptable to the complainant.   Of the 40 (56%) cases remaining, 10 (14%) were upheld because the operator was considered to have failed in its duty to a customer, 29 (41%) were not upheld because, on the basis of the available evidence, the operator was considered to have acted reasonably in all the circumstances and one (1%) was undecided and held over for further information into year 2008/09.   Three (4%) went on to appellate stage in 2008/09.

	71 complaints were received
	Resolved on initial correspondence between BPP and operator
	31 (44%)

	
	Upheld
	10 (14%)

	
	Not upheld
	29 (41%)

	
	Held over awaiting further information
	1 (1%)


The main sources of complaint were as follows:-
· bus did not turn up/did not stop – 22%

· comfort/convenience – 20%

· punctuality – 18%

· improper fare charged or no options information given – 10%

· timetable inaccuracies/confusion – 9%

· attitude/behaviour of operator’s staff – 8%

· safety – 6%

Contact details

PVS Secretariat can be contacted at:
Scottish Government

Area 2D Dockside

Victoria Quay

EDINBURGH

EH6 6QQ

Telephone: 0131 244 1694 or 0131 244 5306

E-mail: ptuc@scotland.gsi.gov.uk
Bus Passengers' Platform can be contacted at:
Scottish Government

Area 2D Dockside

Victoria Quay

EDINBURGH

EH6 6QQ

Telephone: 0131 244 5306 or 0131 244 1694
E-mail: buscomplaints@scotland.gsi.gov.uk
Website:  http://www.scotland.gov.uk/Topics/Transport/ptuc
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