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The bus service is struggling

‣ “Stagecoach has a monopoly of all the bus routes in Eastbourne, so they 
are not motivated to introduce new routes or help disabled passengers.” 

‣ “The infrequency of buses means that I am faced with arriving at work 
very early or risking being late.” 

‣ “The routes are not intuitive, they're very complicated and disjointed.  I 
often have to get on two different routes and walk to get where I want to.” 

‣ “They are not environmentally friendly, and really should be moving 
towards being electric buses.”

Eastbourne residents have complaints about the bus service.



Bus Back Better: What is it?
‣ In 2020, the Prime Minister announced Bus Back Better, a new £3bn strategy to 

transform bus services in England, outside of London. 

‣ The strategy promised simpler fares, thousands of new buses, improved routes, 
and higher frequencies for all services in England. 

‣ Boris Johnson said the investments would help local bus services catch up with 
London’s high quality public transport service. 

‣ He said “just as they did in London, our reforms will make buses the transport of 
choice, reducing the number of car journeys and improving quality of life for 
millions.”



Stagecoach: Are they listening ?
‣ Stagecoach is the UK’s biggest bus and coach operator. At present, the 

company operates the municipal bus service in Eastbourne, with services 
running through the town and connecting to Tunbridge Wells and Hastings. 

‣ Stagecoach will receive funding from the Bus Back Better strategy. However, the 
operator has not consulted customers on how to improve the current service. 

‣ There’s a lot riding on successfully levelling up the bus service. According to the 
Bus Back Better document, “buses can improve productivity more widely, for 
instance by reducing congestion which affects all road users and costs urban 
economies at least £11bn a year.” 

‣



Methodology
‣ Miles Berkley, then EEAN Executive Director, and Aaron Loose, Marketing & 

Administration Trainee, consulted several previously published bus surveys, 
such as the Transport Focus Bus Passenger Survey (March 2020). The 
questions were then reviewed by the EEAN Transport Group.  

‣ Once the questions were finalised, the survey was published on Google 
Forms. The survey was publicised using Facebook Ads and received 286 
responses between 1 August and 12 September.  

‣ The survey closed on 12 September and the data was processed by Loose. 
EEAN focused on how the responses to questions varied according to age 
group. 

https://www.transportfocus.org.uk/insight/bus-passenger-survey/


Demographics



A quick demographic breakdown
• Overall, our survey received 286 responses. 

• 184 (64%) identified as female and 93 (33.6%) identified as male. 

• 7 (2.4%) chose not to disclose their gender identity. 

• 13 (4.5%) were aged between 18-24 years. 

• 109 (38.1%) were aged between 25-59 years 

• 153 (53.5%) were aged over 60 years. 

• 11 (3.8%) preferred not to disclose their age. 

• The survey was not open to customers aged under 18.



Will car users make the switch 
to a London Quality bus service?



What is a London Quality Bus 
Service?
For the purposes of our research, a London 
Quality Bus Service is a bus service that offers 
an affordable, reliable and clean mode of public 
transport that is comparable to the value offered 
by Transport for London. 

76 private car owners responded to our 
survey. In one section of the questionnaire, they 
were asked to indicate whether or not they 
would switch from driving to riding a bus once 
the service’s quality matched a London service. 

Here’s what they said. 



Would car users switch to a London quality bus 
service?

7%2%

No
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71%
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Value for Money



A Ticket to Ride
‣ In Eastbourne, a single ticket costs £2.90, whereas a Brighton single ticket 

costs £2.70. In Hastings, a single ticket costs £1.30, and in London, a single 
hopper ticket can cost as little as £1.55. 

‣ We asked our sample to indicate whether or not Stagecoach’s current service 
offered customers a good value for their money. 

‣ One person said the service was "too expensive”, and went on to say “it’s 
cheaper to use my car.” 

‣ Here’s how each demographic answered the question.



Do people think Stagecoach offers customers 
good value for their money?
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What are the top priorities for 
an improved bus service?



What are the top priorities for an improved Bus 
Service for people aged 18-24? 
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Simpler fares and cheaper prices
Low or zero emissions buses
Improved routes
More regular buses



What are the top priorities for an improved Bus 
Service for people aged 25-59? 
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More regular buses



What are the top priorities for an improved Bus 
Service for people aged over 60? 

53%
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Low Emissions Buses



A cleaner and greener bus
‣ In June 2019, Parliament passed legislation requiring the Government 

to achieve ‘Net Zero’ Greenhouse gas emissions by 2050. 
‣ According to the Bus Back Better plan,“buses are vital to ensuring the 

economy meets Net Zero carbon emissions and driving the green 
transformation. In congested areas, substantial modal shift away from 
the car will soon be needed if clean air targets and the Government’s 
broader climate goals are to be met.” 

‣ We asked our sample to indicate how important a low emissions bus 
service was in their view. Here’s what they told us.



How important is introducing zero emissions 
buses to the entire sample?
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How important is introducing zero emissions 
buses to 18-24 year olds?
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How important is introducing zero emissions 
buses to 25-59 year olds?
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How important is introducing zero emissions 
buses to people aged over 60?
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Conclusions



Four Directions Forward
‣ If given the choice to switch to a London quality bus service, 71% of the 

private car owners surveyed would stop driving and start using a bus. 

‣ An overwhelming majority of people think Stagecoach fails to provide a 
good value for money service.  

‣ For 18-24 year olds and 60+ year olds, the first priority for an improved 
bus service plan is introducing a more regular flow of buses.  In comparison, 
most 25-59 year olds want simpler fares and cheaper prices.  

‣ Cutting emissions isn’t just a young person’s issue: people aged 60 and over 
are also keen for bus service providers to use low emissions vehicles.



Our complete results
‣ The EEAN Bus Service Survey included many other datasets that were not 

analysed in this presentation. To access the complete results, which includes 
data on customer satisfaction regarding the punctuality, customer service and 
cleanliness of the Eastbourne Bus Service, please visit the EEAN website.

https://ecoactioneb.co.uk/resources/library

