
Stagecoach:  
keeping people safe and the  
country moving during the  

COVID-19 pandemic



Maintaining trust in our services - our core principles

•	 Doing	the	right	thing	in	managing	our	response	to	the	

crisis	and	making	a	difference	for	our	communities	and	

customers

•	 Protecting	the	safety	of	our	own	employees	

•	 Providing	regular	employee	communications,	and	clear	

information	for	customers	and	stakeholders

•	 Working	collaboratively	with	government	and	other	

partners	

•	 Showing	our	human	side	and	that	we	care	about	our	

customers	and	communities	

•	 Focusing	on	solutions	and	solving	problems	and	making	

sure	we	are	part	of	the	global	and	national	response	

in	keeping	key	workers	and	other	passengers	moving	

safely

We	have	tried	to	do	all	of	this	as	a	company	through	the	industry	leadership	we	have	shown,	both	on	the	steps	we	have	taken	to	

respond	to	the	crisis,	such	as	executive	pay	cuts	and	how	we	plan	for	the	future,	our	work	with	government,	our	support	for	the	

UK’s	National	Health	Service	(NHS),	our	innovation	around	creating	demand	responsive	travel	and	our	celebration	of	employees	–	

the	frontline	‘heroes	behind	the	wheel’.

Stagecoach is continuing to play a vital role in  
delivering transport services during the COVID-19 pandemic

As	the	UK’s	largest	bus	and	coach	operator	with	a	40-

year	successful	track	record	of	managing	public	transport,	

Stagecoach	has	well-established	plans	in	place	to	identify,	

evaluate	and	manage	the	major	risks	that	the	business	faces,	

including	dealing	with	the	outbreak	of	a	serious	disease	and	the	

impact	this	could	have	on	public	transport.

With	these	plans	already	in	place,	backed	up	by	a	proven	

approach	to	crisis	management,	which	included	experience	of	

learnings	of	managing	the	SARS	outbreak	in	the	early	2000s	

whilst	running	our	Hong	Kong	Citibus	business,	Stagecoach	was	

quickly	able	to	mobilise	a	response	to	the	COVID-19	pandemic	

and	move	forward	on	the	key	actions	required.	

A	multi-disciplinary	Crisis	Action	Team	was	set	up	in	mid-

March,	under	the	immediate	leadership	of	a	Senior	Responsible	

Officer	with	significant	expertise	in	managing	health	and	safety,	

reporting	directly	to	the	Chief	Executive.		This	team	was	tasked	

with	implementing	measures	around	changing	operations,	

safety	management,	contingency	responses,	resources	and	

employee	welfare.

With	the	UK	government	now	taking	steps	to	start	getting	

the	country	back	on	its	feet,	the	Crisis	Action	Team	has	been	

shifting	its	focus	from	‘response’	to	‘recovery’	and	is	now	

working	alongside	the	Operations	Restart	and	Recovery	Team.		

This	team	is	under	the	leadership	of	a	Senior	Operational	

Business	Director	(working	directly	to	the	Chief	Executive)	and	is	

working	to	agree	suitable	service	levels	with	the	UK	government	

and	local	devolved	government	administrations	that	meet	the	

demand	as	people	return	to	work	and	education.		We	also	want	

to	ensure	that	customers	and	the	general	public	feel	reassured	

that	the	right	cleanliness	and	social	distancing	measures	are	in	

place.

Our	priority	is	ensuring	that	we	continue	to	be	a	trusted	

company	for	the	millions	of	customers	who	choose	to	travel	

with	us	every	day.



Keeping our customers and employees safe
The	safety	of	our	customers	and	employees	remains	our	top	
priority	and	we	have	taken	extensive	measures	to	ensure	that	
everybody	can	continue	to	feel	confident	in	using	our	services.	

We	already	have	well-established	and	rigorous	cleaning	
regimes	for	our	buses,	coaches	and	trams,	and	we	have	
continued	to	enhance	the	measures	we	have	in	place	in	
response	to	the	developing	situation	with	at	least	daily	
cleaning	of	all	buses	with	a	government	recommended	
sanitiser,	with	a	particular	focus	on	key	touch	points,	and	
additional	in	service	cleaning	where	possible.

All	of	our	staff	have	been	provided	with	continued	supplies	of	
hand	sanitiser	and	gloves	and	face	masks	are	also	available.	

In	addition,	there	are	protective	screens	on	all	of	our	buses	
that	provide	a	barrier	between	passengers	and	our	drivers.	In	
London,	we	have	become	one	of	the	first	bus	operators	to	install	
enhanced	protective	screens.

In	line	with	government	advice,	we	have	taken	steps	to	reduce	
capacity	on	individual	vehicles	and	have	issued	extensive	
advice	to	customers	to	help	them	feel	confident	in	travelling	
with	us.	As	well	as	asking	customers	to	avoid	travelling	during	
traditionally	busier	times	of	the	day,	we	are	also	advising	
people	to	wear	face	coverings	if	they	can,	and	follow	social	
distancing	guidelines	in	place.	



We	want	to	ensure	that	passengers	have	confidence	in	using	
our	bus	services	and	we	have	put	in	place	enhanced	measures	
to	keep	our	buses	clean	and	everybody	safe.	

Our	plans	have	been	backed	up	by	our	own	extensive	customer	
research,	independent	research	by	Transport	Focus	(the	UK’s	
customer	champion)	as	well	as	numerous	other	third	party	
economic	research	bodies	to	help	understand	future	travel	
patterns	and	priorities	of	our	customers	to	inform	our	approach.	
Our	research	has	demonstrated	that	more	than	a	third	of	
people	say	that	effective	social	distancing	is	key	to	continue	
encouraging	bus	use.		

Our	messaging	for	customers	is	focusing	on	the	extensive	
cleaning	measures	in	place	and	how	we	are	encouraging	social	
distancing	on	our	buses.	

To	help	ensure	our	messaging	to	customers	is	clear,	we	have	
issued	an	easy	ten	point	guide	to	explain	how	people	can	
continue	to	travel	with	us	safely,	and	with	confidence.

 

Providing confidence for passengers to keep using bus services

stagecoachbus.com/coronavirus

10 steps to staying safe 
when you travel

1 Plan ahead, allow extra time for your journey and try  
to travel at off-peak times, where possible.

2 Wear a face covering if you can.

3 Use contactless to pay or have the exact change.

4 Buses will have limited capacity. If your bus has a BUS FULL 
sign please be prepared to wait for the next bus.

5 Let people off the bus before you get on.

6 Keep a safe social distance from others, 2m apart where 
possible - at the bus stop and on board.

7 Sit in the window seat, leaving the seats in front and behind 
you empty and don’t sit directly behind the driver.

8 Only one person can sit in a double seat, unless you’re  
with a member of your household.

9 Don’t stand on the bus.

10 Wash or sanitise your hands before and after your journey.

Stagecoach’s ten point guide for customers 



Our heroes behind the wheel
Stagecoach	teams	right	across	the	country	have	been	working	hard	around	the	clock,	allowing	key	workers	to	get	from	A	to	B	and	
also	helping	their	local	communities	outside	of	working	hours.	From	volunteering	with	the	NHS	to	delivering	essential	supplies	for	
vulnerable	neighbours	in	their	communities	to	working	extra	hours	to	help	clean	buses	and	depots,	we	are	incredibly	proud	of	our	
team,	with	people	from	all	departments	showing	unflinching	selflessness	to	keep	the	country	moving,	and	keep	our	customers,	and	
each	other,	safe.	These	are	some	are	the	little	things	we	are	proudly	doing	in	our	communities:	

Aberdeen 
Outside	of	his	day	job,	
Daryl	and	a	local	group	
have	proudly	served	his	
community	by	gathering	
essential	supplies	from	local	
businesses	and	delivering	
them	to	those	in	need.	The	
group	have	gathered	so	many	
supplies,	they	were	forced	to	
find	additional	storage	space!	
Modern	day	heroes.	
Daryl,	Controller

Perth 
Evelyn	has	been	providing	
home	baked	treats	for	her	
colleagues	and	other	key	
workers	on	the	front	line,	
making	sure	they’re	fuelled	
whilst	they	help	to	keep	the	
country	moving.	
Evelyn,	Driver

Barrow-in-Furness 
Yvonne	has	shown	the	true	
meaning	of	community	spirit,	
by	shopping	for	vulnerable	
and	at-risk	neighbours,	and	
ensuring	the	safety	of	elderly	
neighbours	by	helping	out	
with	garden	maintenance.
Yvonne,	Driver	and	Health	&	
Safety	Rep

Stockton on Tees 
Chris	has	been	instrumental	
in	organising	a	depot	wide	
collection	for	essential	items,	
which	have	been	taken	to	a	
local	hospital,	for	patients	
who	are	not	able	to	receive	
visitors	at	this	time.	Chris	
has	used	his	overwhelmingly	
positive	character	to	spread	a	
little	joy.	
Chris,	Duty	Manager

Manchester 
Grant	doesn’t	live	with	his	
children	and	is	abiding	by	
social	distancing	rules	with	
his	family,	which	means	he	
hasn’t	been	able	to	hug	his	
children	for	weeks,	but	he’s	
proud	to	serve	by	getting	
other	key	workers	from	A	to	
B	and	help	support	the	fight	
against	Coronavirus.	
Grant,	Driver

Yorkshire (Rawmarsh)
Michael	has	been	a	volunteer	
Blood	Biker	since	December	
2019,	helping	to	transport	
vital	blood	supplies,	samples	
and	documents	for	the	NHS	
since	his	son	was	diagnosed	
with	Leukaemia.	Michael	
and	others	like	him	are	
instrumental	in	keeping	the	
NHS	moving,	especially	at	
times	like	these,	thank	you	
Michael.			
Michael,	Driver

South Wales 
(Aberdare) 
Phil	and	Steve	have	been	
working	around	the	clock	at	
the	Aberdare	Depot	–	fuelling	
every	vehicle,	sweeping,	
tidying	and	most	importantly	
sanitising	every	in	service	
bus	to	ensure	its	safe	for	our	
colleagues,	keyworkers	and	
the	community.	
Brothers	Phil	&	Steve,	General	
Service	Operatives

Portsmouth 
Grant	had	opted	to	take	
Furlough	leave	so	he	could	
volunteer	to	be	a	NHS	first	
responder,	since	doing	so	he	
has	volunteered	for	203	hours	
in	the	first	2	weeks,	ranging	
from	helping	with	deliveries	
to	providing	unwell	people	
company	through	phone	calls.
Grant,	Driver



New special on-demand transport services for healthcare 
workers, patients and the National Health Service
As	a	company	with	a	strong	track	record	for	innovation,	Stagecoach	has	continued	to	look	for	opportunities	and	new	ideas	to	help	
and	support	communities	and	relieve	the	pressure	on	the	NHS,	one	of	the	world’s	largest	employers	with	around	1.7	million	workers	
across	England,	Wales,	Scotland	and	Northern	Ireland.

Responding	to	conversations	with	the	NHS	on	a	tailored	
solution	for	employee	transport,	Stagecoach	developed	

its	new	Stagecoach	Connect	demand	responsive	service	
for	NHS	workers	in	partnership	with	Nottinghamshire	

County	Council,	Sherwood	Forest	NHS	Trust	and	ViaVan,	
the	company	that	provides	digital	infrastructure	to	power	

public	mobility	in	cities	across	Europe.	This	app-based	
initiative	was	developed	from	concept	to	delivery	in	just	

two	weeks	to	help	the	COVID-19	response.	

Now	being	rolled	out	in	Nottinghamshire,	Stagecoach	is	
continuing	with	discussions	with	other	NHS	Trusts	about	

the	roll	out	of	a	similar	service.	

In	the	Highlands	of	Scotland,	
Stagecoach	introduced	a	free	
‘dial-a-bus’	service	for	NHS	
staff	travelling	to	and	from	
Raigmore	and	New	Craigs	
hospitals	during	the	evening.

In	London,	working	with	Transport	
for	London,	in	a	matter	of	days,	

Stagecoach	developed	three	new	
bus	services	for	key	workers	at	the	
purpose	built	Nightingale	Hospital,	

including	
a	24-hour	

dedicated	park	
and	ride	bus	
service	and	

an	overnight	
bus	service	to	
provide	a	link	
between	the	
hospital	and	

nearby	hotels.	

In	the	North	East,	Stagecoach	has	worked	with	the	Tees	Valley	Mayor	
and	Combined	Authority	and	North	Tees	&	Hartlepool	NHS	Foundation	

Trust,	to	use	buses	that	are	normally	part	of	Tees	Flex,	the	app	based,	
on-demand	bus	service,	to	transport	patients	to	and	from	hospital.	The	

free	service	is	being	offered	six	days	a	week	and	is	managed	by	the	NHS	
Trust	and	the	Stagecoach	team	with	our	very	own	driver	Atis	Hussain.	



Supporting our communities and supply chains
We	have	worked	closely	with	regional	transport	authorities	
throughout,	both	on	funding	agreements	and	tailoring	services	
to	meet	the	priorities	of	the	towns	and	cities	we	serve.	This	
has	led	to	temporary	policy	changes	for	example,	changing	the	
times	that	concessionary	passes	could	be	used	to	help	support	
changes	in	supermarket	shopping	hours,	and	offering	free	travel	
to	NHS	workers	in	some	regions.

We	also	recognise	the	important	role	of	our	supply	chain	and	
distribution	networks	in	helping	to	keep	the	country	moving	and	
have	worked	with	businesses	in	our	regions	to	tailor	timetables	
to	enable	extra	capacity	to	be	provided	to	major	distribution	
centres	including	Amazon	and	the	Europarc	food	distribution	
site.

Clear communication with all 
stakeholders
Our	industry-leading	approach	to	communications	has	
seen	regular	and	clear	communication	and	advice	issued	
throughout	the	COVID-19	pandemic	to	customers,	
employees	and	stakeholders.	Regular	email	updates	have	
been	issued	to	customers	giving	information	on	timetables	
and	questions	they	may	have	about	their	journey	with	us.	

Stagecoach’s	24,000	employees	have	been	kept	continually	
updated	with	frequent	video	messages	and	blogs	from	Chief	
Executive,	Martin	Griffiths,	as	well	as	regular	local	updates.	

We	are	continuing	to	champion	public	transport	and	work	
with	our	partners	and	suppliers	to	ensure	that	buses	and	
other	public	transport	services	carry	on	playing	a	vital	role	in	
safely	getting	people	to	work	and	for	other	essential	journeys,	
and	in	supporting	the	long	term	recovery	of	the	nation.	Bus	
networks	continue	to	have	a	crucial	part	in	helping	make	
our	nation	healthier,	our	streets	safer,	our	communities	
cleaner,	our	economy	more	productive	and	our	planet	more	
sustainable.

 

 

 
  

 



Adapting to new ways of working
Stagecoach	has	demonstrated	time	and	time	again	that	it	can	
deal	with	change	effectively	and	efficiently	and	during	the		
COVID-19	pandemic,	has	quickly	adapted	to	new	ways	of	working	to	
ensure	that	the	business	can	continue	to	run.	This	includes:

Introducing new ‘exact change’ policies to reduce contact 
between bus drivers and passengers, and ensuring that the 
NHS COVID-19 charity benefits from this new policy with 
any customer over-payments being donated to the charity.

Exploring new technology solutions for monitoring the 
numbers of people on buses to support social distancing 
guidelines.

Development of our industry-leading app to show 
customers how busy specific bus services are using a 
traffic light system of green, amber and red.

Adapting to home working with 3,600 employees now set 
up to work from home effectively and Microsoft Teams 
rolled out to all employees to enable collaboration. 

Launching new online payslips within a matter of days to 
ensure that employees could continue to receive payslips 
whilst the payroll office was needing to operate remotely.



Developing a joint strategy with UK Government
We	are	also	calling	for	a	joint	strategy	between	industry	and	
government	to	secure	vital	public	transport	networks	out	of	the	
Covid-19	lockdown	and	beyond	and	have	publicly	set	out	our	
six-point	plan	identifying	the	short	and	long-term	changes	that	
will	help	reboot	the	economy	and	protect	communities.	

Our	six-point	plan	calls	for:

•	 a	joint	operational	and	investment	plan	developed	by	
industry	and	government	to	ensure	a	sustainable	transition	
of	Britain’s	bus	networks	from	the	emergency	levels	of	
lockdown	to	more	comprehensive	links	which	support	
the	country’s	recovery.	Measures	needed	include	steps	
to	rebuild	confidence	in	mass	transit,	a	move	away	from	
peak-time	commuting	to	spread	demand,	and	investment	
in	transitional	support	for	transport	operators	as	passenger	
numbers	take	time	to	grow.

•	 radical,	permanent	changes	by	national	and	local	
government	to	infrastructure	and	planning.	Road	and	
street	space	should	be	prioritised	for	walking,	cycling	
and	high	capacity	public	transport	over	private	cars,	with	
a	fundamental	reallocation	of	limited	space	and	steps	to	
encourage	first	and	last	mile	connections.	Public	mobility	
hubs	rather	than	private	car	parking	spaces	should	be	
requirements	for	planning	new	housing	developments,	
offering	public	transport	connectivity,	electric	charging	
points	and	cycling.

•	 wide-ranging	measures	to	deliver	on	the	government’s	
levelling	up	agenda	for	regions	outside	London,	with	many	
hit	hard	by	the	economic	shock	of	Covid-19.	This	includes	
new	place	strategies	for	towns	and	cities	to	rethink	high	
streets,	promote	local	spending	and	create	new	attractions,	
as	well	as	leveraging	public	transport’s	capacity	to	bring	

shoppers	and	visitors	to	
regions	on	a	scale	that	
will	not	damage	the	
environment.

•	 lifestyle	changes,	
particularly	
around	travel,	as	well	
as	a	focus	on	technology	to	
address	the	damaging	impact	of	
transport	emissions.	Pollution,	already	
responsible	for	asthma	and	lung	disease,	
is	now	being	linked	as	a	contributor	to	
Covid-19	deaths.	Many	single-user	car	trips	-	
the	transport	equivalent	of	disposable	plastic	
bags	-	should	be	replaced	by	public	transport	
in	urban	locations.

•	 a	“grown-up	conversation”	to	re-examine	fiscal	
policy	as	the	government	considers	how	to	pay	for	
the	coronavirus	pandemic	and	the	necessary	actions	
the	country	has	taken.	This	would	include	a	complete	
transformation	in	how	transport	journeys	are	taxed.	A	
move	to	a	system	where	the	polluter	pays	and	sustainable	
behaviours	and	use	of	buses,	trams	and	trains,	as	well	as	
active	travel,	are	rewarded	to	make	these	modes	more	
affordable	and	accessible	to	all.

•	 targeted	investment	in	decarbonisation,	including	
sustainable	transport	and	infrastructure,	to	help	restart	
the	economy,	put	Britain	at	the	forefront	of	the	green	
revolution	and	speed	up	recovery.	Maximising	the	
potential	of	Britain’s	world	class	and	world-leading	
bus	manufacturing	sector	by	accelerating	government	
investment	in	electric	bus	fleets	will	deliver	a	cleaner	

For more information on Stagecoach’s 
response to the COVID-19 pandemic, 
visit stagecoach.com/coronavirus 

Working with the UK, Scottish and Welsh governments
Since	the	start	of	the	pandemic,	we	have	led	the	industry	
response	with	early	contact	with	the	UK,	Scottish	and		
Welsh	governments	as	well	as	our	local	authority	partners.	
We	have	continued	to	engage	on	communications,	operations	
as	well	as	how	to	resource	and	protect	the	country’s	public	
transport	networks.

As	the	governments	take	steps	to	restart	the	economy,	public	
transport	continues	to	play	a	vital	role	in	safely	getting	people	
to	work	and	for	other	essential	journeys,	and	in	supporting	the	
country’s	long	term	recovery.	Our	buses,	coaches	and	trams	

will	be	critical	in	the	months	and	years	ahead	in	helping	to	
re-boot	the	economy,	level	up	our	regions	and	keep	our	
communities	connected.	We	will	continue	to	encourage	
governments	and	local	authorities	to	work	with	
us	to	use	public	transport	to	transform	our	
communities	and	deliver	the	long-term	
benefits	needed	in	securing	opportunity	for	
citizens,	improving	health	and	helping	drive	
sustainability.


