
First Bus operates around a fifth of local bus services outside 
London, serving 40 of the UK’s largest towns and cities including 
two thirds of the 15 largest conurbations (see map overleaf). 
We are the principal operator in a number of major British cities, 
including Glasgow, Bristol, Leeds, Stoke and Swansea.

We are driving change within the industry by putting the power of 
new technology at the heart of everything we do.

As well as pioneering contactless ticketing and app functionality 
(see overleaf), we were the first bus operator to introduce 
advanced data analytics to assess passenger demand, and thus 
shape our bus services with greater speed and precision. 

Throughout the pandemic this allowed us to continuously adjust 
services in consultation with local stakeholders to ensure they 
met travel demands. Going forward, it will be fundamental in 
allowing us to shape our services as customer needs evolve and 
new travel patterns emerge in the communities we serve. 

We employ 14,500 people across our operations. Over the 
past decade, we have invested in more than 2,000 new buses 
across our fleet, helping us improve the service we provide 
whilst reducing our environmental impact. We are improving 
travel for our customers by using data to make better operational 
decisions.

Better buses through partnership

We work in close partnership with local authorities so we can 
respond to their needs as a reliable partner, encouraging people 
to move out of their cars and onto buses, helping stimulate 
economic activity, improve air quality and reduce emissions.

Throughout the pandemic, we worked very closely with local 
authorities and other partners to ensure that key workers were 
able to rely on our services for their essential journeys, especially 
during the national lockdowns. The UK Government put in 
place the COVID-19 Bus Service Support Grant (CBSSG) to 
secure continuity of service (with similar schemes in Scotland 
and Wales). We used some of the proceeds from the sale of our 
North American businesses to repay all our CBSSG funding. 

We welcome the emphasis on partnership in the Government’s 
new National Bus Strategy (NBS), which provides a clear 
framework and £3bn in funding for bus operators and local 
government to promote bus use in England.

We are working with local transport authorities in our areas to 
develop the Bus Service Improvement Plans and Enhanced 
Partnerships as outlined in the NBS, which will align services to 
the needs of customers and encourage bus priority measures to 
beat congestion. 

First Bus is one of the second largest regional bus operator in the UK, 
transporting hundreds of thousands of passengers a day.
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Where we operate

Buses key to helping achieve net zero

Bus has a vital role to play in decarbonising transport. Bus 
networks are key to supporting modal shift particularly from cars 
to sustainable, zero carbon public transport, a key part of the 
UK’s climate change goals.

In First Bus, we have committed to operating a wholly zero 
emission bus fleet across the UK by 2035 and will not purchase 
further diesel buses after December 2022.

In January 2021, we began operating the world’s first fleet 
of hydrogen powered double-decker buses in Aberdeen, 
supported by funding from the city council, Scottish Government 
and the EU.

In Yorkshire we introduced new electric double-decker buses to 
our all-electric York Park&Ride fleet as well as new electric buses 
for Leeds, in partnership with local and regional authorities.

In Glasgow a partnership between First Bus and Transport 
Scotland will replace 126 of the oldest buses in our fleet with 
electric vehicles for the city, in addition to the 24 buses already in 
operation or on order.

Ahead of the COP26 climate change conference in the city, we 
are also transforming our Caledonia bus depot, the UK’s largest, 
into one of the country’s biggest electric fleet charging stations, 
with the potential for 162 vehicles to be recharged at a time.

As zero-emission bus technology is developing rapidly, we are 
working with a number of vehicle manufacturers to evaluate 
and shape the key attributes of these vehicles. For example, we 
will be the first operator in the UK to trial the unique vertically 
integrated electric bus technology from Arrival.

Enhancing our customers’ experience

We have used a digital transformation to make buying a ticket 
easier and attract more people on to our buses.

We were the first national operator to go contactless across 
our entire fleet and the first to the first national bus operator to 
introduce Express Mode for Apple Pay across all networks.

Two-thirds of all transactions now involve our app or other 
contactless methods. Daily and weekly contactless ‘tap and cap’ 
fares are now being rolled out to multiple locations across the 
network, starting in Leicester and the Potteries.

We were also the first operator to show real-time available 
capacity on an approaching bus via our app, including the 
wheelchair space.

Putting buses first

Buses are vital to help deliver wider economic, social and 
environmental goals, as recognised in the National Bus Strategy, 
which includes a multi-billion pound funding package to 
support simpler fares, improved services and thousands of new 
green buses via local authority-led enhanced partnerships or 
franchising.

Nearly 60% of all public transport journeys are taken by bus, 
more than all other forms of public transport combined. Before 
the pandemic, six million people used them every day and they 
ensure people can get to work, school or college and connect 
with friends and family.

However, all too often buses are stuck in congestion which 
deters people from using buses and adds more cars onto our 
roads, worsening the problem. Road traffic – and congestion 
– in our towns and cities has returned to pre-pandemic levels 
and is the biggest obstacle to providing reliable bus services. 
The annual economic costs of congestion are at least £11bn 
in urban areas in England.

The NBS endorses our experience in many places: strong 
partnership between operators and local government is the 
most effective way to deal with congestion through bus priority 
measures and thus improve service reliability and attract more 
people to bus travel.
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