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PASSENGER TRANSPORT SERVICE OPERATIONS:
ONBOARD AND STATION TEAM MEMBER
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Every day millions of people travel on trains, buses and coaches to get to work, to see
friends and family or to go on holiday. Passenger transport service professionals make a
difference by ensuring they are able to travel safely, on time and in comfort from the
beginning to the end of their chosen journey. An apprenticeship in passenger transport
services is a great opportunity to acquire the skills, knowledge and behaviours that play a
vital role in providing a high quality, accessible and safe transport service to all customers.
A career in service operations allows you to follow a profession in Rail, Bus and Coach.

A passenger transport services operations on board/station team member is required to
provide high quality customer service within the safety critical transport environment.
Their primary duty is to the safety of themselves, the passengers, their customers and
their colleagues. They need to be aware of the operational passenger transport service,
its targets and obligations, the relevant infrastructure and its assets. With this
apprenticeship you will be the face of the passenger transport service, delivering front line
customer services onboard or in stations. At a busy station you could be responsible for
ensuring passengers board the correct service, that services are dispatched properly and
when on board, that customers have the best possible experience. An apprenticeship in
passenger transport services is your first stop to a great career in a dynamic and exciting
industry.

TYPICAL JOB AREAS

Ticket office, gateline, information, on-board service, passenger assistance
QUALIFICATION REQUIREMENTS:

Apprentices without level 1 English and maths Will need to achieve this level and take the
test for level 2 English and maths prior to taking the end point assessment.

THE ROUTE TO YOUR SUCCESS

The apprenticeship will cover: core knowledge and understanding, safety, quality, customer
service and onboard and station operation skills and competence. You will then take the
team member optional route based on your occupation of station/depot or onboard.

CORE KNOWLEDGE AND UNDERSTANDING

Understand what is required to provide an excellent service that « Understand the range and types of
ensure you and your customers promotes the transport industry. products and services available,
comply with relevant procedures, « Understand the needs of how they are advertised and sold
regulations and laws that impact customers who may need and the customer requirements

on the transport environment and assistance including those who and entitlements and the effect of
its operation. have disabilities and particular the product or service range, type
Understand the range of services requirements. and availability on the customer
available and an appreciation of « Understand assistance that can be experience.

the commercial transport provided and the relevant Understand the different types of
environment. legislation and responsibilities of systems and equipment, their
Understand the diverse range of the organisation and those who operating methods and techniques
customers within the transport work there. and the security and legal

services industry, their needs, regulations for storing and securing
rights and expectations and how to data.
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) ONBOARD AND STATION OPERATIONS - SKILLS AND COMPETENCE

Presentation and service

+ Welcome customers in a polite
and reassuring manner,
directing and escorting them as
appropriate.

« Ensure signage and resources
to help guide customers is
appropriate and positioned
safely.

+ Assist customers who require
help in a considered way, using
specialised equipment or
systems where necessary.

) SAFETY - SKILLS AND COMPETENCE

Self management

« Prepare and organise work area

to ensure work can be
undertaken in a safe and
efficient manner.

+ Ensure all relevant notices are
read and understood.

« Complete personal preparation
prior to undertaking transport
duties.

Information and technology

+ Make an announcement over
public address system that is
direct, clear and unambiguous.

« Start up, correctly use, monitor
and shutdown the equipment
and systems within your area of
responsibility.

Awareness

« Maintain safe working practices.

+ Recognise inappropriate
behaviour that could lead to a
conflict

+ Remain alert for breaches of
security and emergency
situations, taking prompt and
appropriate action to ensure
safety.

, QUALITY - SKILLS AND COMPETENCE

Time management

+ Ensure all preparations for the
shift have been undertaken in
time.

« Prioritise own duties to ensure
activities are completed to time
and the service is maintained.

Professionalism

+ Maintain professional
appearance and conduct.

+ Maintain a clean, tidy and
suitable transport environment.

+ |dentify and safeguard lost
property.

") CUSTOMER SERVICE - SKILLS AND COMPETENCE

Effective communication

+ Provide information that
supports the safe operation of
the transport service and is
inclusive of all groups.

« |dentify the nature of an enquiry
and seek clarification when
needed.

« Respond in a timely, positive

and helpful manner to enquiries,

complaints and compliments.

Interpersonal

+ Recognise when circumstances
could lead to confusion, panic or
conflict, providing assistance
that is considerate of risk and
reassurance that is sympathetic
and promotes good will.

Business and marketing

« |dentify opportunities to raise
interest in products and
services, explain the range and
options and how these meet
requirements.

+ Display promotional material in
the correct manner and at the
right time, ensuring material is
fit for purpose.

Decision making

« Act appropriately during
incidents and emergency
situations to minimise risk.

« Evaluate situations which
impact on the transport service
and provide solutions to restore
operations.

Continuing development

+ Review progress and
performance and develop
yourself within your role.

« Obtain feedback on
performance from others,
identifying skills and knowledge

gaps.

Teamwork

+ Respond to colleagues in a way
that supports the safe operation
of the transport service and
promotes professionalism.

« Ensure choice of words, actions
and behaviours promotes
equality and diversity.

« Present a cohesive and
collective approach to achieve
team and business results.
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SPECIFIC ROLE REQUIREMENTS - ROUTE TAKEN DEPENDANT ON OCCUPATION

Station or depot

« Contribute to the safe dispatch of trains from a
platform (rail only).

« Support the vehicle turnaround service.

« Contribute to sale and issue of tickets, receipts or
passes, using the appropriate systems and
equipment, recording transactions and dealing with
errors.

« Support revenue inspections in line with with legal
and company requirements.

Onboard

« Direct and escort passengers to their seats,
answering queries regarding seat reservations,
timetables, on-board services and the range of
facilities available.

« Carry out routine checks to customer areas, dealing
with any irregularities such as obstructions, missing
or faulty equipment, left items, and evidence of
illegal substances.

« Provide a catering service, displaying products in
line with brand guidelines and procedures, accepting
and reconciling payments.

SPECIFIC KNOWLEDGE AND UNDERSTANDING - route taken dependant on occupation

Station or Depot

+ Know the procedures for the safe dispatching of
trains (rail only).

« Know the process and procedures for a turnaround

service and understand the importance of safety and
efficiency.

+ Know how to sell and issue tickets and understand
the appropriate equipment used.

+ Understand the impact of fraud and the procedures
taken when identified.

Onboard

« Know how to direct and escort passengers.

« Know relevant information regarding seat
reservation, timetables and on board services and
facilities, and how to appropriately present it.

« Understand the importance of routine checks and
process and procedures for carrying them out.

+ Know the procedure for dealing with evidence of
illegal substances.

« Understand how to provide professional catering
service.
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