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Surrey County Council 

Bus Service Improvement Plan - 2022 Position Statement 

Introduction 
A lot has happened since the County Council’s Bus Service Improvement Plan (BSIP) was first 

published in October 2021. This Position Statement sets out the current status of our BSIP, including 

the Council’s ongoing work to improve local bus services and the significant investment planned for 

zero emission buses, bus priority measures and more real time passenger information. 

This Position Statement also highlights our Future Bus Network Review. The public and stakeholder 

consultation for this review was launched on 3 November and is set to close on 6 January 2023, with 

the Position Statement setting out what will happen post consultation. 

Critically, the overarching aim of the Council’s work with bus operators and our associated 

investment is to grow back bus patronage and to respond positively to the challenges faced in a 

post-Covid environment. 

Overview 
In October 2021 Surrey County Council published its first BSIP. Our BSIP was submitted to the 

Department for Transport (DfT) for their consideration and for potential allocation of a share of the 

circa £3Bn in funding for improving bus services in England. 

At that time, we linked our targets for improvements with our funding request of around £150m.  

As a reminder, our BSIP countywide targets were as follows; 

Target Area Target Improvement Figure 

Percentage Journey Time Reduction +5% by 2024/25 

Journey Reliability +3% by 2024/25 

Passenger Numbers +7% on pre pandemic levels 

Average Passenger Satisfaction +6% on pre pandemic levels 

A full breakdown of the published targets can be found in our published BSIP online here. 

After the announcement that Surrey, along with around 40 other Local Transport Authorities (LTAs), 

were not to be allocated any BSIP funding, this made it difficult, if not impossible, to achieve these 

stated targets.  

At the same time we need to recognise the many national and industry-wide impacts that are 

making bus operations extremely challenging. Inflationary pressures, such as the huge increase in 

the cost of fuel, increases in consumables and maintenance costs, plus increases in driver wage, are 

all hitting the bus industry hard, whilst impacting on Council contracted bus services budgets as well.  

Operators and LTAs, including Surrey County Council, are having to look closely at the affordability of 

running bus services, something the DfT has clearly recognised. 

New Policy Context 
In Surrey, our work to grow bus patronage and to invest is taking place within a new policy context. 

This is because our new Local Transport Plan (LTP4) was adopted as policy at the County Council’s 

Cabinet in July 2022. 

https://www.surreycc.gov.uk/__data/assets/pdf_file/0003/278715/Surrey-Bus-Service-Improvement-Plan.pdf
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LTP4 is a fundamental shift in policy that will help us to deal with the challenges facing us. This 

includes reducing CO2 emissions, a key ambition of the County Council given that 41% of Surrey’s 

CO2 equivalent emissions are generated by domestic transport, which in turn affects air quality and 

the health and wellbeing of our residents. 

Our new local transport plan has been developed using an extensive evidence base, compiled by 

reviewing relevant policies and data sources. Our LTP4 has a vision that sets out the primary 

objectives to be achieved over the lifespan of the plan and a delivery programme. The Four 

‘outcome objectives’ identified in LTP4 are fully aligned to our four Organisational Strategic 

Priorities, namely: 

• Enabling a Greener Future 

• Growing A Sustainable Economy So Everyone Can Benefit 

• Tackling Health Inequality 

• Empowering Communities 

The Council’s LTP4 demonstrates a wider remit than just Greener Futures compared to previous 

editions of the plan. LTP4 is being developed alongside a wider partnership programme of work that 

will deliver on our strategic priorities, including the Surrey Place Ambition and the update of our 

Health and Wellbeing Strategy. 

Our transformational, ambitious LTP4 sets out a roadmap for transport to 2030 and beyond. It is 

intentionally focussed on reducing carbon emissions, whilst maintaining a focus on other essential 

outcomes such as the economy and the health and wellbeing of our residents. It provides us with an 

unprecedented opportunity to rethink transport across Surrey and look to address difficult 

challenges, whilst enhancing our local environment, economy and quality of life for residents. 

It is important to recognise that the main role of transport is to provide access to opportunities, 

services and activities such as working, shopping, and socialising. LTP4 provides an opportunity to 

further develop and enhance safe, new, cleaner, greener ways of travelling and accessing THESE 

services and opportunities. To achieve this we are adopting approaches that, rather than purely 

focusing on physical mobility (i.e. transport system), recognise accessibility can also be improved 

through better: 

• Place making: Bringing activities and opportunities closer to people through land use 

planning; and through 

• Digital connectivity: Broadband and mobile connections to allow online accessibility and 

access to services. 

Key to delivering on these new policy areas is a new sustainable travel hierarchy that wherever 

possible will prioritise sustainable travel measures of walking, cycling and public transport. This is 

vital in supporting the aspiration contained in our BSIP and our planned investment programme. This 

travel hierarchy will enable the delivery of place-based measures to support the economic 

regeneration that the Council is working on with key partners following the significant effects of the 

global pandemic, which has seen a fundamental shift in the way residents and businesses interact 

with the places in which they live and work.  
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Our agreed LTP4 Sustainable Travel Hierarchy that will help us reduce car dependency is shown in 

the diagram below: 

 

LTP4 also sets out how objectives can be achieved by adopting clearly defined principles of an 

“Avoid-Shift-Improve” methodology by: 

• Avoiding or reducing: the need to travel, and distance travelled by improving the efficiency 

of the land use and transport systems. 

• Shifting: to lower energy consumption travel, and more efficient modes: public transport, 

walking and cycling . 

• Improving: the energy efficiency of modes, operational efficiency of networks, and reducing 

vehicle emissions using technology. 

Now adopted as Council policy, LTP4 is the primary transport policy document that will help us 

address current and future local transport issues. It provides a framework for decision making on 

future transport services and infrastructure investment for the Council over the next five to ten 

years to Enable a Greener future. 

Our step change in policy approach is matched against the need to have significant revenue and 

capital budget over the period of the plan, noting that some of this funding is already in the Capital 

Programme. 

Our new Surrey Transport Plan enables a Greener future by providing a roadmap and investment 

plan for transport towards net zero emissions for transport by 2050. 

Operator Relationships 
There are longstanding, high quality working relationships between the County Council, as the LTA, 

and all our bus operator partners. This strong relationship and our track record of collaborative 

working has enabled an Enhanced Partnership for Surrey to be entered into, which went ‘live’ on 3 

November 2022. 

In recent years, we have successfully delivered a number of network reviews, programmes of 

investment in infrastructure and new low and ultra-low emission buses. All of this was achieved 

following close engagement and collaborative working with our bus operators. 

Starting back in 2010 and ending in 2012, we undertook a phased Surrey-wide Bus Review, inclusive 

of wide stakeholder and resident engagement. Our review was cited by the industry as best practise, 
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leading to significant financial savings with little impact on the total number of journeys undertake 

across Surrey. Key to the success of this project was the meaningful public consultation process, 

engagement with operators and a commitment to supporting the bus network through a 

collaborative redesign process. 

County Council Investment 
As part of our undertaking to support and grow public transport, including the establishment of an 

Enhanced Partnership and our commitment to tackling transport related CO2 emissions we are 

investing significant sums of Council funding. This includes: 

• Investing £32.3m to bring more zero emission buses into Surrey to be delivered in 

partnership with bus operators. 

• Investing £6.3m to introduce more electric minibuses to be delivered in partnership with the 

community transport sector. 

• Investing £9m in bus priority measures at key pinch points to improve reliability and make 

buses more attractive to existing and potential users. 

• Investing £1.4m to expand our real time passenger information system, helping residents 

make more informed travel choices. 

Our Enhanced Partnership has the support of all our bus operator partners. It has been developed in 

close working with neighbouring LTAs to ensure cross border services are considered holistically. 

Surrey’s Future Bus Network 
In recognising future funding pressures and a mix picture of returning patronage across the network, 

we acted very early to protect bus funding in preparation for the cessation of Government Covid 

Recovery Grant. We took this decision so that we could develop plans with operators and undertake 

a meaningful public and stakeholder consultation on what the future bus network could look like. This 

required a Network Review as requested by the DfT, although we are completing this in far greater 

detail and with far more public and stakeholder engagement than required by the DfT. 

As background, pre-Covid, Surrey had a good mix of bus routes provided commercially by bus 

operators, plus those funded in whole or part by the County Council. Pre-Covid, 27 million passenger 

trips were made each year on Surrey buses, with 3 out of every 4 made on a commercial service. 

This had been a fairly stable position for several years. However, post-Covid the figure is now 18 

million passenger trips as travel and commuting patterns have fundamentally changed. 

Rising costs and lower patronage means that bus operators need to consider what services they 

operate in the future. Alongside this the money that the County Council spends on supporting bus 

services cannot buy the same as it used to. A full network review was therefore required. 

We have been working closely with bus operators to shape what our Future Bus Network will look 

like. As part of this, we have completed individual route reviews with our bus operators for every 

service in Surrey. We have identified cost pressures on both contracted services and commercial 

services, agreeing additional payments to bus operators to ensure commercial and contracted 

routes can continue in the main ‘as is’. This has provided a much needed period of stability, allowing 

us to work together with our operators to understand the medium and longer term changes that are 

needed, with a longer window to grow bus patronage. 

On 3 November we launched a Future Bus Network Review resident and stakeholder consultation. A 

link to the survey can be found here. We are asking for views on our proposals in three areas of our 

work, namely: 

https://www.surreysays.co.uk/environment-and-infrastructure/future-bus-network-consultation/
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1. Investment in infrastructure 

2. Maintaining or changing bus services to better reflect use 

3. More Digital Demand Responsive Transport services 

1. Investment in infrastructure 
We are investing over £50m of Council funding to improve bus services and supporting 

infrastructure across Surrey. The aim is to grow bus patronage and improve our environment by: 

• Increasing the number of zero emission buses (c£33m for buses and c£6m for mini buses), 

including a Council investment of £16.4m to buy 34 hydrogen fuel cell buses with Metrobus 

out of a total order of 54 hydrogen fuel cell buses. 

• Helping buses to arrive on time by investing in more bus lanes and other priority measures, 

bus friendly traffic management and bus stop clearways so the bus can get close to the kerb 

with an investment of £9m. 

• More Real Time Passenger Information displays and better information available online with 

an investment of £1.4m. 

We aim to invest in places that offer the best opportunity to grow bus patronage, which means we 

are focussing on: 

• The east of Surrey, focusing on Reigate, Redhill, and access to Gatwick Airport. 

• Guildford and Woking, including the surrounding areas where routes start or terminate at 

the town centres. 

• The Blackwater Valley, including access to Frimley Park Hospital 

• Links to Heathrow Airport and Kingston Upon Thames in London, as well as Sunbury, West 

Byfleet, Weybridge and Chertsey. 

In the consultation, we are asking if residents believe these are the right things and the right places 

for investment. 

This means our investment as set out in the BSIP is still progressing, underpinned by our Enhanced 

Partnership, noting that the Enhanced Partnership was agreed between our bus operators and the 

County Council, going ‘live’ on 3 November 2022. 

2. Maintaining or changing bus services to better reflect use 
As noted above, bus operators are telling us they need more financial support to keep some bus 

routes running in their current form, or to stop them from being reduced, or in some cases to stop 

them from being withdrawn altogether. We know this is a national problem. We have looked in 

detail at the whole bus network, considering where to spend Council money and to manage the 

increased cost of running bus services. Based on the current level of patronage and the increased 

cost, we have set out in the consultation proposals for: 

• Keeping most bus services running as they are 
• Changing some bus services to reduce their frequency, daily operating hours, or days of 

operation 
• Transforming some services into Digital Demand Responsive Transport services. 

Broadly, we are looking to support bus services and bus operators where we, and the operator, 

believe that patronage may recover close to pre-pandemic levels, or where there is a current high 

level of demand at specific times of day or to specific destinations, such as schools and hospitals. 
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There are some routes that are unlikely ever to recover to the levels of use seen before Covid. In 

these instances, we are proposing amending the bus service to better reflect how people are 

travelling. 

24 routes in total have proposed changes. This will impact less than 1% of all passenger journeys. 

We are asking what stakeholders and residents think about the proposed changes, and for 

comments on the routes they use. 

3. More Digital Demand Responsive Transport services 
We successfully introduced a new on demand, door to door shared mini bus service in the wider 

Leatherhead area earlier this year using DfT Rural Mobility Funding. User feedback has been 

extremely positive and we are looking to introduce more of these Digital Demand Responsive 

Transport services in places where we believe it will improve the local transport offer. These could 

be areas where the timetabled bus network is more limited, so that demand Digital Demand 

Responsive Transport services could provide a better travel offer for residents than a timetabled 

service. In these instances, we are proposing that the bus service be replaced with a new Digital 

Demand Responsive Transport scheme. 

Using the investment set out above, these services will use accessible electric minibuses available for 

travel when residents need them. 

To register and book to travel, you only need an email address or phone number. The minibus is 

available to book online, via a smartphone app or via a telephone booking line. Bookings can be 

made up to seven days in advance or on the same day, with a minimum of 30 minutes notice 

required. 

Again we are asking for stakeholder and residents views on the proposals to convert up to 16 bus 

routes to Digital Demand Responsive Transport. 

The Future Bus Network Review public and stakeholder consultation began on 3 November 2022 

and runs until 6 January 2023. For all three work streams set out above, our final proposals to be 

drawn up post consultation will be presented to and be considered by the Council's Cabinet in early 

2023. Any changes to bus services will be communicated to residents and stakeholders from June 

2023 and come into effect from early September 2023. 

End of Covid Recovery Funding and BSIP Refresh Process 
As mentioned previously, the bus industry is facing very challenging operating conditions. Rather 

than face a situation where bus services would be reduced or removed at the end of October 2022, 

the County Council took the decision to increase funding to maintain bus services until after the 

outcome of a consultation with residents and stakeholders. This means changes will not be made 

until September 2023. This has required a significant financial uplift of the Council’s local bus budget, 

which has increased by £2.1m with an additional inflationary increase planned for 2023/24 

The public and stakeholder consultation will help shape the Future Bus Network. Our Enhanced 

Partnership Board will also see the analysis of the consultation to help influence decisions around 

the implementation of or changes to the Enhanced Partnership Scheme. 

The outcome of the consultation will be the backdrop for a formal refresh of the Surrey BSIP. This is 

planned to take place in May and June 2023. In turn, this may lead to a new Enhanced Partnership 

Scheme, subject to the statutory consultation process required in the Transport Act 2000. 
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Fares and Ticketing 
As set out in our published BSIP, we are continuing to explore options to reduce and simplify fares 

and ticketing. 

There is scope to expand the current Acorn Multi-operator Ticketing Scheme in place in Woking to 

include Guildford and the surrounding area. We are also looking to formalise the operator 

agreement on honouring tickets in the east of the county. 

Alongside this, we are planning to implement a half fare scheme for all residents aged 20 and under. 

Our aim is to encourage children and young people to access key services by bus, including 

education and leisure activities. For those leaving education and moving into work for the first time, 

our scheme will help Surrey’s younger residents access employment and to do so in an affordable 

and sustainable way, particularly given the cost of living crisis. Our schemes will offer an affordable 

alternative to younger people purchasing a car for the first time, thus helping to reduce congestion 

and carbon emissions. 

The additional revenue funding for the project has been agreed by the Council at circa £0.5m per 

annum. Work is underway to launch the scheme on or around 1 April 2023. This will follow on from 

the Government’s £2 flat fare initiative scheduled for January to March 2023, helping to offer 

targeted and on-going support to children and younger people. 

The scheme will be smart card enabled, where residents can apply for a card to access the 

discounted travel. This will provide us with useful data for analysis so that we can work to target or 

amend the scheme as appropriate. 

The adoption of this scheme has implications for the existing Student Fare Card discounted travel 

offer which are still being assessed.  

Key Activities Timetable 
The timetable below sets out the key activities and indicative dates for this process: 

Activity Key Dates 

Enhanced Partnership Stakeholder Reference Group Meeting 21 December 2022 

Future Bus Network Consultation - concludes 6 January 2023 

Enhanced Partnership Board Meeting 17 January 2023 

Recommendations report to Cabinet on the  Future Bus Network review 28 March 2023 

BSIP Review Process May 2023 

Enhanced Partnership Scheme update  May 2023 

Enhanced Partnership Stakeholder Reference Group Meeting May 2023 

Enhanced Partnership Scheme statutory consultation  June 2023 

Enhanced Partnership Board Meeting  End June 2023 

New Enhanced Partnership Scheme adopted July 2023 

 

Conclusions 
In feedback from the DfT on our published BSIP, we were praised for the level of ambition and the 

integration with the current operation and wider policy context. DfT feedback also recognised that 

Surrey is pushing ahead with making improvements to bus priority, information for travellers and 

investment in new vehicles. 

The BSIP was not viewed purely as a future focused strategy document, yet something that can 

highlight current ambition, deliverables and commitments to the bus industry and operators. We are 
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already delivering against some of the aspirations set out in the BSIP, for example, the investment in 

zero emission vehicles and the expansion of Digital Demand Responsive Transport services. 

The BSIP was viewed as a building block to support the investment the County Council had already 

committed to, with bus operator and / or wider partner backing. Our funding request was set at, 

what we viewed as, a realistic level that could be used to boost the level of LTA investment to deliver 

a level of additional benefit that had a high degree of deliverability but would otherwise be 

unaffordable for the LTA to do.  

However, the feedback also had a focus on building out the amount of detail in our BSIP proposals. 

Specifically, the BSIP would have strengthened in having: 

• More detail on or giving providing specifics of schemes focusing on modal integration. 

• A greater level of granularity on the local challenges faced that may impact the success of 

the BSIP. 

• More detail on the specific proposals for bus priority. 

• More evidence of how engagement has led to the proposals being set out. 

• More information on the expansion of DRT and how this will meet the aspirations of Bus 

Back Better. 

As part of the BSIP full refresh process in 2023 we intend to provide more clarity on all these points. 

This will be augmented through further engagement, much of which will be the responses to the 

Future Bus Network consultation and input from the Enhanced Partnership Stakeholder Reference 

Group. As well as this, we will be using the findings and outcomes of transport studies and 

consultant reports that are already underway to support the proposals for bus priority measures, 

Digital Demand Responsive Transport expansion and other options for capital investment. 

An important element of refreshing our BSIP is for the Council to better define what success looks 

like in Surrey. This is important as it links to revising our BSIP targets. Given that the Council was not 

awarded any funding to deliver our BSIP proposals and aspirations, we need to consider what level 

of patronage growth, for example, can be reasonably be delivered using only LTA funding.  

The focus of the revised BSIP will therefore concentrate on: 

• Providing greater detail on the interventions we wish to prioritise and the reasons why. This 

will include where there has been, for example, local, stakeholder and / or operator input to 

define of prioritise the interventions, 

• Expanding the local context to better reflect the challenges of deliverability in Surrey. 

• Revising the BSIP targets to give a realistic level of ambition given the current absence of 

Government Bus Back Better funding. 

• How the BSIP refresh will influence the delivery of improvements through the Enhanced 

Partnership, including developing a new Enhanced Partnership Scheme. 

This approach clearly sets out a plan and timeframe for managing and revising the BSIP for Surrey. 

This process also takes into account the end of Covid recovery funding for bus services, including 

how we are undertaking public and stakeholder consultation and how this will influence future 

proposals. It also provides scope to update performance targets as well as how the BSIP, LTP4 and 

Greener Futures agenda will underpin the delivery through the Enhanced Partnership. 

Further updates will be provided to partner operators, stakeholders, neighbouring LTAs, Council 

Members and the DfT as the activities progress along the timeline set out in this paper. 
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