
Terms & Conditions of Carriage. 
 

The following terms and conditions of carriage apply to all customers travelling on any bus operated by Marshalls 
of Sutton on Trent Ltd and are effective from 1st September 2025 until further notice or until a later dated 
document is released. 

Introduction 

Marshalls of Sutton on Trent Ltd are an established bus and coach operator in the East Midlands, to ensure the 
safety and comfort of all passengers who travel with us we have to set out guidelines and rules regarding the 
conduct of all who use our buses. There are similar terms & conditions associated to our private hire vehicles 
which can be found here;                                                                                                                                                              
https://marshallscoaches.co.uk/wp-content/uploads/2024/10/Conditions-of-Hire-2024-updated.pdf    

Passenger Charter 

We are members of the Nottinghamshire BSIP (Bus Service Improvement Plan) and have signed up to their 
passenger charter, which sets out minimum standards of service which you can expect. The charter covers such 
areas as punctuality, reliability, cleanliness, and driver conduct, a copy of the charter can be found here; 
https://www.nottinghamshire.gov.uk/media/5081117/2023buspassengerchartersummary.pdf   

Getting in touch 

If you need to contact us for bus service information you can get in touch by the following methods: 

• Email – service@marshallscoaches.co.uk 
• Phone – 01636 821138 
• Post – Marshalls of Sutton on Trent Ltd, 11 Main Street, Sutton on Trent, Newark, NG23 6PF 
• Or you connect with us on Facebook or Instagram. 

Our offices are open Monday – Friday from 09:00 to 17:00 and our social media channels are monitored during 
these hours. Opening hours may vary at holiday periods, please see our social media channels. 

Timetable information is also available independently from Traveline on 0871 200 22 33 or from other external 
providers such as bustimes.org  Although these services use information provided by Marshalls we can accept no 
responsibility for the accuracy of their data. 
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Comments & Complaints 

Your feedback is very important to us to help us identify where we can improve our service to you, if you let us 
know when something is wrong it will give us the opportunity to put it right. We recognise that you will want your 
comments thoroughly and promptly investigated, we will always aim to respond and, where necessary, resolve 
your concerns within 10 working days.  

If you do need to complain about one of our buses, please try to provide as much information as you can to allow 
us to identify the issue and assist with our investigation. This includes: date, time, route number, bus number, 
where you boarded the bus, driver number, and ticket number (all this information can be found on your ticket). If 
your journey was made using a concessionary travel pass meaning you did not receive a ticket, please give the 
long number on the front of the pass, this will allow us to readily identify the journey you made, therefore the bus 
and driver involved. 

Complaints should be received within 48 hours of the incident, this allows us to fully investigate your complaint 
using CCTV footage where possible, if we receive your complaint more than 48 hours after the incident it is 
possible that CCTV footage may have already been overwritten. If your complaint is about a driver’s conduct, 
company policy is that the exact outcome of any investigation will not be disclosed as this information may be of a 
sensitive nature.  

Timetables and Service Performance 

Timetables for all our services are available on our website (www.marshallscoaches.co.uk ), on our buses and at 
the bus stations we serve. Other local businesses may carry a stock of our timetables. Our timetables show only 
some of the bus stops the bus will call at, these are called the timing points. Our bus services will stop at any bus 
stop along the route however it is impossible to show all bus stops on the timetables, times for other stops should 
be taken as being the time shown for the bus stop previous to where you wish to catch the bus. We encourage 
passengers to arrive at bus stops a few minutes before the scheduled time to allow for variations/inaccuracies in 
different timepieces. According to Traffic Commissioner guidelines a bus is ‘on time’ as long as it passes a timing 
point no more than one minute early or five minutes late. Our time is taken from our ticket machines which are 
regulated by radio/telephone signal. 

On occasion we may be unable to operate certain journeys, part journeys, or even services due to conditions 
beyond our control such as adverse weather, traffic conditions, roadworks etc., services may have to be cancelled 
or diverted at short notice. In such cases we will always try to keep you informed via our social media channels, 
however we cannot accept any liability to you in such circumstances. 

Getting on the Bus 

For safety reasons, buses will only stop at recognised bus stops to allow passengers to board or alight. As the bus 
approaches, check the service number and destination display on the bus to ensure it is the service you want. All 
our bus stops are ‘request stops’ and you must clearly signal the driver as the bus approaches to let them know 
you wish to board. We cannot accept liability or responsibility for passengers failing to catch a bus if no clear 
signal was given. When the bus has stopped, please allow any passengers to get off the bus first. Once a bus has 
started to pull away from a bus stop or bus station stand, it is committed to its manoeuvre and will not be able to 
return and pick you up 
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Fares 

When you make a journey you must purchase a ticket for the journey you are making, produce a valid multi-journey 
ticket, season pass or other valid concessionary pass. Failure to do so will result in refusal of travel, at the 
discretion of our driver you may be allowed to travel if you would otherwise be left in a potentially vulnerable 
position. Payment of a fare covers making a journey on one of our buses but does not guarantee a seat for your 
journey. Standing forms part of the overall capacity of the bus, and you may have to stand at busy times. 

Single fares are valid for one journey between the points shown on the ticket, the journey cannot be broken. Multi 
journey tickets are valid for the number of single trips shown on the ticket, each journey will be marked by the 
driver punching a hole in the ticket, all journeys must be used before the expiry date shown, any remaining 
journeys after this date will no longer be valid. Tickets are not transferable between passengers. 

Discounted fares are available for passengers aged between five and twenty-two years, under-fives travel free of 
charge. 

Fares are payable either on-bus using cash or contactless card/phone, a selection of fares can be paid in advance 
using the myTrip app, see below. 

Paying your fare 

To help the bus keep to time, please have your cash, card, ticket or pass ready as you board the bus to speed up 
loading times. If you are paying with cash, please be mindful that our drivers have a limited amount of change, if 
they have insufficient change for your fare they will issue a credit voucher which can be redeemed against further 
journeys. Please state clearly to the driver where you are travelling to and what kind of ticket you require. You must 
ensure that you keep your ticket (or pass) with you for the entire journey for inspection if required. 

Conditions specific to Mobile Application (App) Tickets 

These supplementary conditions apply specifically to all tickets purchased, stored, or validated through the 
myTrip official application (the “App”). These conditions are read in conjunction with the rest of this Terms and 
Conditions of Carriage document, which remains applicable in all other respects. 

1. Definitions 
a. App: The official myTrip mobile application used for the purchase, storage and presentation of 

Digital Tickets. 
b. Digital Ticket: A valid electronic entitlement to travel purchased via the App, stored on the 

passenger’s mobile device, and presented digitally for validation. 
c. Carrier: Marshalls of Sutton on Trent Ltd 

2. Purchase and Contract of Carriage 
a. A digital ticket is valid only when purchased and confirmed through the App, proof of purchase 

alone (e.g., bank statement) is not a substitute for the valid Digital Ticket being correctly 
presented. 

b. The Contract of Carriage is formed when the Digital Ticket is successfully activated or 
scanned/presented for travel and validated by the carrier’s staff or validation equipment. 

3. Digital Ticket Validity and Presentation 
a. Presentation Requirement: Passengers must ensure their mobile device is charged, 

functional, and capable of displaying the Digital Ticket clearly at all times throughout their 
journey for inspection by the Carrier’s staff. 



b. Device Failure: The passenger is solely responsible for ensuring the working condition and 
battery level of their mobile device. If a Digital Ticket cannot be presented due to a drained 
battery, device malfunction, screen damage, or software error, the passenger will be treated 
as travelling without a valid ticket and will be required to purchase a new ticket. 

c. Validation: Digital Tickets must be validated according to the instructions provided in the App 
(e.g., scanning a QR code or displaying an animated visual). Any attempt to board or travel 
without properly validating the ticket may result in the imposition of a penalty fare. 

4. Refunds, Cancellations, and Changes 
a. App-specific process: Requests for refunds or cancellations of Digital Tickets must be 

submitted via myTrip or the bus operating company the ticket is designated for. 
b. Refund Eligibility: Refunds via the myTrip team are eligible for unused/inactive Digital Tickets. 

A Digital Ticket that has been activated, scanned or visually presented to a driver or inspector 
is considered used and may be non-refundable. Requests for partial refunds of partly used 
tickets must be directed to the bus operating company directly. 

c. Technical Issues: The Carrier will only investigate and process refunds or credits for issues 
arising from a confirmed technical error originating directly from the App’s system or the 
Carrier’s internal processing infrastructure. The Carrier shall not be liable for compensation, 
refunds, or costs incurred due to technical issues outside of its control, including but not 
limited to: mobile network failures, external payment gateway outages, third party provider 
outages, or malfunctions of the passenger’s device or operating system. 

5. Misuse and Security 
a. Modification and Duplication: Any attempt to alter, copy, duplicate, or fraudulently use a 

Digital Ticket, including sharing App login details, is strictly prohibited and will result in an 
account ban, potential invalidation of the ticket, expulsion from the vehicle, and potential 
legal action. 

b. Security: Passengers must protect their App login details. The Carrier is not responsible for 
losses incurred due to the unauthorised use of the passenger’s mobile device or App account. 

Wheelchairs 

All Marshalls buses used on services available to the general public meet the legal requirement to accommodate 
one ‘standard reference wheelchair’. Electric wheelchairs are treated the same as other wheelchairs. Class 2 
motorised scooters are permitted on our buses and should be regarded as equivalent to one standard reference 
wheelchair. 

Our buses are designed to carry one wheelchair at a time, unfortunately if there is already a wheelchair user on 
board the bus, a second user may be requested to wait for the next service. Following a 2017 Supreme Court 
ruling, priority to the bay should be given to a wheelchair user. Where the bay is occupied by a non-wheelchair 
user, our drivers will ask the people occupying the bay to relocate to another part of the bus to allow the 
wheelchair user to board, however if after a reasonable request by our driver the non-wheelchair user refuses to 
move, the driver is unable to force them to move and will have to politely ask you to wait for the next bus. 

Once on the bus, wheelchairs must be positioned with the user facing the back of the bus with their back against 
the back rest, the brakes must be firmly applied and the wheelchair must not cause an obstruction in the gangway.  

 

 



 

 

Pushchairs 

Following a 2017 Supreme Court ruling, priority to the bay should be given to a wheelchair user, pushchairs which 
are occupied by a child may use the bay if it is not required by a wheelchair user, however should a wheelchair 
user board the bus the pushchair user will be expected to vacate the bay and collapse the pushchair for stowage. 
Pushchairs must not be left unattended, they must be parked with the brakes applied and the back of the 
pushchair against the back rest in the bay to aid stability, we cannot accept any liability for pushchairs which fall 
over due to incorrect placement and/or overloading with baggage which causes instability. 

Behaviour on the bus – your responsibilities as a passenger 

In order to ensure that your bus journey and that of other passengers is safe and comfortable we ask you to note 
the following. All passengers are carried on our services subject to the Public Service Vehicles (Conduct of Drivers, 
Inspectors, Conductors and Passengers) Regulations 1990. The Public Service Vehicles (Conduct of Drivers, 
Inspectors, Conductors and Passengers) Regulations 1990 

When on the bus, you must not: 

• Smoke or vape 
• Eat fast or hot foods 
• Bring on hot drinks without a secure lid 
• Drink alcohol 
• Damage or deface any part of the bus 
• Use any loud music system or instrument 
• Spit 
• Offend the driver or fellow passengers 
• Put at risk or cause discomfort to other passengers or our staff 
• Act in a violent or abusive manner 
• Obstruct the gangway 
• Throw items from the bus 
• Lean out of the windows 
• Leave litter on the bus 
• Speak to or distract the driver when the bus is in motion, except in emergency situations 
• Intentionally interfere with any equipment fitted to the bus 
• Alter or deface your ticket 
• Engage in any criminal activity 

In the interests of Health and Safety, you must always follow instructions either given by signage on the 
bus or by any member of our staff. Emergency doors and windows must only be used in the event of an 
emergency or when directed by a member of our staff. Passengers must not sell, distribute or leave any 
articles on the bus. Any passenger who is reasonably suspected by the driver or other member of our staff 
of contravening the Public Service Conduct of Drivers, Inspectors, Conductors and Passengers 
Regulations shall give their name and address to the driver on demand. They may also be asked to leave or 
be removed from the vehicle, refusal to leave the vehicle on request may result in the police being called. 

https://www.legislation.gov.uk/uksi/1990/1020/made
https://www.legislation.gov.uk/uksi/1990/1020/made


Our staff have the right to work without fear of intimidation, verbal abuse or physical assault. We will 
support prosecutions against any passengers who abuse or assault our employees or other passengers, or 
who damage our vehicles or property, we reserve the right to ban them from using our services. 

Seated and Standing Passengers 

The maximum capacity of each bus is displayed near the entrance doors and must not be exceeded, 
standing is available on most buses and the number of standees is displayed as above. The number of 
standees displayed is on the basis that all seats are occupied, therefore it is possible for the number of 
standing passengers to exceed that shown as long as the total maximum number of passengers is not 
exceeded. We do however ask that all seats should be in use before passengers stand to ensure that 
gangways etc. are kept clear, under no circumstances are passengers to stand on the stairs or upper deck 
of a double deck bus, or near entrance door or driver. With the exception of seats labelled as ‘priority 
seats’ which should be reserved or given up for those who may be less mobile, all seats are available on a 
first-come first-served basis. 

Getting off the Bus 

When you wish to get off the bus, please ring the bell once to inform the driver that you require the next 
bus stop – please give the driver sufficient notice to be able to bring the bus to a smooth controlled stop.  

Luggage and Lost Property 

The driver has the right to refuse any item of property being brought on to the bus which they consider is 
unsuitable for carriage, including items which may cause offence or injury to other passenger, or which are 
of an excessive size. In addition the following specific items cannot be carried: 

• Explosive, hazardous or combustible materials 
• Uncovered hot drinks or other similar liquids 
• Paint that is not being carried in a sealed container within a bag 
• Sheets of glass and mirrors 
• Televisions or electrical equipment that is not contained in its box 
• Non-folding bicycles (although small children’s bikes/scooters that can fit in the 

luggage rack may be carried at the driver’s discretion). 
• E-Scooters 

Luggage must be safely stored away to not cause an obstruction to the main gangway or any emergency 
exit, the responsibility for any item of property on the bus rests with the owner. In the event of losing an 
item of property on one of our buses, please contact us and we will check to see if it has been handed in. 

Any passenger who finds an item of lost property on a bus has an obligation to hand it to the bus driver, 
removing items from the bus can be reported to the police as ‘theft by finding’. Our drivers will, where 
practicable, check the bus for lost property at each terminal stop. 

All items of lost property handed in are saved for a minimum of two months and then disposed of, except 
perishable items (food & drink) which will be disposed of immediately, any disposal of lost property in 
accordance with this shall be without any liability whatsoever to you. We reserve the right, at our sole 
discretion, to open, examine and/or destroy any items of lost property. 



Animals 

Dogs and other small pets may carried on our buses free of charge as long as they are kept under control, 
dogs must be on a lead and must be muzzled if legally required. No animal is to be placed or allowed onto 
a seat, failure to keep animals under control may lead to you being asked to leave the bus. 

CCTV and Data Protection 

CCTV is in use on our buses, recording images and sound for your safety, crime prevention, for insurance 
purposes and for the protection of our staff. CCTV data may be passed to the police to aid investigation of 
crime and/or to be used as evidence in criminal or civil proceedings. CCTV data may also be shared with 
schools to aid with identification in cases where their pupils are involved. CCTV footage is processed by us 
in accordance with the General Data Protection Regulation. CCTV footage is not available for any public 
viewing under any circumstances. 

Travel Bans and Restrictions to Travel 

We reserve the right to ban passengers, without notice, from Marshalls services, who abuse, intimidate or 
assault our employees, other passengers or damage our vehicles or property. Travel bans may be for 
specific services, journeys or for any of our vehicles for a period specified up to and including 
permanently. Travel bans will only be issued following issues raised or complaints received from our staff 
or passengers and which can be supported and confirmed by CCTV, or in the case of a conviction having 
been made. 

The Legal Bits 

We are liable to you for: 

• Any death or personal injury due to our failure to use reasonable skill and care 
• Any act of fraud by us 
• Any reasonable losses you incur as a direct result of us breaching these conditions of 

carriage 

We will not be liable to you for any failure to perform, or a delay in the performance of, any of our 
obligations under these conditions of carriage that is caused by events outside our reasonable control. 

The terms in these conditions of carriage do not affect your statutory rights and will be subject to English 
law. Any changes to English law that may occur since the publication of these conditions of carriage, may 
take precedence and will be incorporated into these terms and conditions within a reasonable period of 
time. 

 

Last updated: Thursday, 27 August 2026 

 


