User Handbook
Your guide to the PlusBus
community transport service

Introducing PlusBus
The PlusBus service has been providing door-todoor community transport for people in and around
the Chester, Ellesmere Port and Neston areas for
over 12 years.
It is operated by ECT in Cheshire, an award-winning
provider of community transport.
The service is funded by Cheshire West and
Chester Council.
This guide explains how PlusBus works, but if you
have any queries, please don’t hesitate to give us a
call on 0151 357 4420.

The PlusBus service:
• Provides safe, accessible and affordable door-todoor transport
• Uses regular, trained and caring drivers
• Gives you flexibility on when and where you can
travel
• Allows you to make regular bookings in advance
• Allows you to travel with your wheelchair, scooter
or mobility aids
• Is available to people who are aged 80+ and/or
have mobility difficulties
All PlusBus members are welcome to join
us on our Day Trips programme. Look out
for our regular newsletters with details.
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How do I book?
Casual Journeys

Regular Journeys

Casual Journeys are one-off bookings (for
example, to a doctor’s appointment or to see a friend).

Regular Journeys are journeys made at the same
time every week (for example, a weekly shopping
trip every Tuesday).

To book, please call or email us to let us know
your preferred date and time for travel. You can
make bookings for Casual Journeys a maximum of
one week in advance (for example, you can make
a booking on a Tuesday for a journey up to and
including the following Tuesday). Casual Journeys are
scheduled on a first-come, first-served basis, so the
more notice you give us the better!
We will call you the day before travel to confirm
your booking. If your requested time is not available,
we will provide you with an alternative time on the
same day. If our alternative time is not suitable for you,
we will arrange a journey on another day for you.

Regular Journeys must be to the same
destination each time (for example, you cannot
swap between Tesco one week and Sainsbury’s the
next).
To set up your Regular Journey for the first time,
please just give us a call or email. We will let you
know when your journeys will start, and thereafter,
we’ll see you at the same time and day each week!
You don’t need to contact us again unless you
need to cancel your trip for a particular week. It’s
important to let us know you want to cancel so
we can allocate your place to another passenger.
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Where can I go?

Our PlusBus service is available to
all eligible passengers in the Chester,
Neston and Ellesmere Port area. You
are welcome to travel with us if the
journey falls within this catchment
area and we have availability.
4 | User Handbook

When can I travel?

Fares

PlusBus runs seven days a week
(except on bank holidays) and is available
between the following times:

A single journey costs £3 and a return journey
costs £5.

Monday to Saturday – 9am to 11pm
Sunday – 9am to 6pm

Charges apply to companions, but carers travel
for free.
You must pay the driver your return fare on your
outward journey. No refund is available if you
decide not to return with us.
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Door-to-door service

Pick-up time

PlusBus is a door-to-door service. Our drivers
will ring your doorbell to let you know that we have
arrived and will help you to the vehicle if required.
At the end of your journey, the driver will see you
to the main entrance of your destination if needed.
If you need help to get on or off the bus, please
ask the driver and they will be happy to help. If
you struggle with steps, we will happily assist you in
using the passenger lift.

When you make a booking, we
will give you a 15-minute time slot
during which we will collect you.

For your return journey, your driver will collect
you at the time and place confirmed to you
previously by our office staff. Once you reach
your return destination, the driver can also help
you back to your front door, but is not able to
come inside.
Your driver will offer to carry shopping to your door.
If you need to take a shopping trolley, do let us
know so that we can reserve a space on the bus.
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Please be ready at the start of
your pick-up slot, but remember
that the vehicle may not arrive
until the end of the slot. If you are
not ready when we arrive, we may
not be able to wait for you as the
driver needs to pick up the other
passengers on time.
Using 15-minute pick-up slots gives
us more flexibility and allows us to
fit in as many different journeys as
possible. We appreciate that some
customers would prefer an exact
pick-up time, but hope you will
understand why this is not possible.

Duration of your journey
We try to keep all journeys as short as possible, but we
cannot guarantee you a direct journey as your bus needs
to pick others up along the way.
There are two things to take into consideration when
planning your journey and making a booking:
• Allow for the 15-minute pick-up slot
• Allow for the time you will spend on board the bus after
your pick-up
When thinking about the length of your journey time,
please be guided by the time it might take on a local bus
service rather than by a taxi or private car.
If you need to arrive at your destination at a specific time
(for example, for an appointment or a show), please tell
us the time at which you need to arrive when making
your booking.
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PlusBus vehicles
Our PlusBus vehicles are recognisable
in their distinctive green and are marked
with the ECT logo. All our vehicles are
maintained to rigorous standards and all
can carry wheelchairs (including electric
wheelchairs) and most scooters.
Our buses have an extra step by the front
door to help you board. However, if you
use a wheelchair or are unable to use the
steps, our trained and experienced drivers
will assist you in using the passenger lift.
If you use a scooter, you will need to get
off the scooter and transfer to a seat
on the bus. Again, our friendly drivers
can help you to use the passenger lift
if needed.
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Seatbelts

No Smoking!

It is the law that all passengers and drivers must
wear seatbelts on our vehicles.

All PlusBus vehicles are strictly no smoking in
accordance with current legislation. This applies to
drivers, other members of staff and all passengers.
Your cooperation is appreciated.

Upon taking your seat, please use the seatbelt
provided (the driver will help you if you are having
trouble fastening it). It is your responsibility to make
sure that you are safely secured in your seat before
the bus moves.
We have a strict policy of ‘no seatbelt, no trip’. This
is for your safety – if you have not put on your
seatbelt, the driver will ask you to do so. Remember,
the driver cannot take you on your journey if you
refuse to fasten your seatbelt.
If you have a medical exemption from wearing a
seatbelt, you need to show this Medical Exemption
Certificate to the driver on all journeys, or send a
copy to our bookings team so that it can be noted
on your records. Please mention your exemption
when placing your booking.
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Bookings
0151 357 4420

Or email us at

The bookings team is available on weekdays from
9am to 4:30pm (excluding bank holidays).

Alternatively, you are welcome to email us at your
convenience.

Please note that we are often very busy between
9am and 10am, and also around lunchtime, so if
you call during these periods you may need to wait
before your call is answered.

When making your booking you will need to give us
the following information:

Monday to Friday, 9am to 4:30pm

The bookings team deal with each enquiry as
quickly as possible and will never ignore a phone
call. However, we cannot rush other customers
when we are helping them with their own bookings,
so please be patient if you do not get an immediate
answer.
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cheshire@ectcharity.co.uk

• Your full name
• The date and approximate time that you want to
travel
• Your destination (including postcode, if possible)
• Whether you are using a wheelchair, scooter or
taking a shopping trolley for this particular journey
• Whether a carer or companion is travelling with you

Preparing for
your journey
We already have the postcodes of the
main shopping areas and other popular
destinations. However, if you are travelling
elsewhere, it is really helpful if you can find
out the postcode before you call us.
Please remember that the more flexible
you can be about when you travel, the more
chance there is of finding a journey. Certain
times are very popular (for example, we won’t
be able to take everyone between 10:00am
– 10:15am!). However, if your requested time
is not available, we will provide you with an
alternative option.
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Your PlusBus driver
Our staff wear uniform and carry ID badges, which
should always be on display. They are there to help
you and are expected to treat all passengers with
courtesy and respect. Equally, no abuse of staff by
passengers will be tolerated.
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All PlusBus drivers have completed a nationallyrecognised qualification called MiDAS (Minibus
Driver Awareness Scheme) which includes the safe
handling of wheelchairs and scooters, as well as
disability awareness.

Cancellations
0151 357 4425

24 hour cancellation line

cheshire@ectcharity.co.uk
When you know that you need to cancel your
journey, please call us immediately as this may
mean that we can offer your place to someone else.
When you call or email to cancel a journey, simply
tell us your full name and the date on which you
were booked to travel.
There may be times when the cancellations line
is not answered immediately, so please leave a
message on our answerphone instead.
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Your questions answered
My friend is booked on a PlusBus. Can I get
on as well without a booking?

Can I ask for a direct journey, rather than
travelling with other passengers?

No. All journeys you make with us must be prebooked. This is because of our licensing and
insurance requirements.

No. PlusBus is designed to take as many people as
possible. This means that we usually pick up more
than one person on a journey. You should compare
your PlusBus journey with a trip on a local bus, not
with a taxi or a private car.

My friend and I go on different buses even
though we live near each other. Can we
travel together?
It depends on who else has booked and where
the vehicles need to go to (not just at the time
of your journey but on trips throughout the day).
Adding another person to a bus may make other
passengers late, but do call us and ask if you would
like to travel together in the future.
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Any problems?
We are committed to providing a safe and reliable journey for all passengers. If your bus does not turn
up when you expect it, or if you have missed your return journey, please call us as soon as possible on

0151 357 4429

If you have further questions, comments, complaints or suggestions, please write to us at:
ECT in Cheshire
Ian Dibbert, General Manager
Unit 5a, Junction 8 Business Park
Rossfield Road, Ellesmere Port CH65 3AS

Or email us at

cheshire@ectcharity.co.uk
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ECT in Cheshire’s free Day Trips
What is a Day Trip?

How much does it cost?

We pick you up from your front door and take you
and your fellow passengers to enjoy a day out at a
favourite destination! At the end of the day, we drop
you off at your home.

These trips are FREE of charge for our PlusBus
members! We organise these as part of our
charitable activities. Please note that you are
responsible for the cost of any admission charges,
food and refreshments.

When and where can I go?
We run various Day Trips during both the summer
and the winter, to a range of different destinations.
These have included shopping at the bustling Bury
Market, scenic coastal drives along the North Wales
coast and trips to Bents Home and Garden Store,
which is home to plants and gardening supplies as
well as several cafés and restaurants.
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Where will the bus pick me up from?
Your own front door! Just like PlusBus, our helpful
drivers will collect you from your home address, so
there’s no need to make your way to any central
pick-up point. At the end of the day, the driver will
drop you back to your front door.

How can I book a Day Trip?
You must be a PlusBus member to join
these trips. We always welcome new
members and becoming a member is free
– please get in touch to register!
If you’re already a member, you will
receive leaflets in the mail twice a year
which include information on the Day
Trips, plus a Booking Form to complete in
order to book your spot.
"We visit lovely places, and the drivers are very helpful and
friendly. It gives all of us something to look forward to."
Irene Robson, Day Trip passenger

For more information, please call

0151 357 4420
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Five reasons why the Day Trips matter to our passengers
We spoke to passengers who enjoyed our Day Trips
this summer and discovered five key reasons why
they found the trips so valuable.

2. ...Made new friends

ECT in Cheshire passengers went on a
summer Day Trip and…

Mrs Hewitt said: “I am always meeting new people,
some of whom are now friends.”

Our Day Trips are a chance for passengers to spend
time socialising with friends old and new.

1. ...Saw new places
The Day Trips take passengers to places they have
never seen before, as well as locations that many
would struggle to visit independently.
Passenger Mrs Quelch said: “There is no way I could
go to places like Llandudno anymore and to be
driven around the Great Orme was simply stunning.
I have never seen such beautiful views before.”
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3. ...Felt confident about travelling
For the elderly or those with restricted mobility,
making trips out of the house can be daunting,
particularly without a family member or carer for
support. ECT in Cheshire’s highly-trained drivers
assist passengers with the utmost level of care and
professionalism. It means that passengers feel at
ease when travelling away from home.

Mrs Colocott told us: “I have difficulty walking and
can’t manage those commercial trips where you are
dropped off in one place for hours until the return
trip. With these Day Trips, I know that the driver is
only a phone call away in case of any problems.”
4. ...Kept active
With specialised vehicles and staff trained to care
for vulnerable passengers with a range of mobility
needs (including wheelchair users), ECT in Cheshire
enables passengers to venture out of their homes,
travel independently and stay active.

5. ...Stayed connected to their community
Elderly people can often feel lonely and isolated from
the community around them. Our Day Trips enable
passengers to leave their homes and meet people
from their local area.
Mrs King, who normally uses our PlusBus service
to go out to bingo, told us: “The whole concept of
the Day Trips makes us feel as if we aren’t forgotten
about after all.”

After a trip to the North Wales coast, Mr Hayes said:
“If I’m having a bad day with my walking I know I can
bring my walker, removing any concerns about being
able to get about. Thanks to the Day Trips I’m now
going to places I’ve never even heard of, but I know if
it’s on the list it’ll be something I’ll enjoy.”
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Contact us
Phone number

Call this for…

Hours...

0151 357 4420

Bookings, registrations and
general enquiries

9am to 4:30pm on weekdays
(except bank holidays)

0151 357 4425

Cancellations

24-hour answerphone

0151 357 4429

Urgent problems

In emergencies only

cheshire@ectcharity.co.uk

www.ectcharity.co.uk

ECT in Cheshire is the brand name representing Ealing Community Transport’s operations in Cheshire. Ealing Community Transport is a company limited by guarantee
(company no. 07211806) registered in England and Wales, and with the Charity Commission (charity no. 1135354), and whose registered address is at Greenford Depot,
Greenford Road, Greenford, Middx, UB6 9AP. VAT no. 441923360. ICO Data Controller Registration no. Z7787500.

