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	You must be able to: 

	1. Be able to identify the prospective passenger’s transport requirements

	1.1 Use the telephone and any associated IT equipment
	
	
	

	1.2 Accurately identify the prospective passenger’s transport needs including any particular needs that would need to be accommodated
	
	
	

	1.3 Check whether the prospective passenger’s needs can be met, where relevant clearly confirming the agreed transport arrangements, and confirming/checking their understanding of them
	
	
	

	1.4 Give clear explanations and suggestions to the prospective passenger about alternative transport arrangements if their requirements cannot be met and give the caller enough time to seek clarification of these alternatives
	
	
	

	1.5 Confirm clearly to the prospective passenger the agreed alternatives and check that they understand and agree them
	
	
	

	1.6 Identify, within the limits of own personal responsibility, when a caller needs help beyond that provided by the organisation and take appropriate action in agreement with the caller
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	1.7 Make a correct record of all telephone conversations, in particular the agreed transport arrangements, or other help offered, in line with organisational procedures
	
	
	

	2. Know how to identify the prospective passenger’s transport requirements

	2.1 Describe how to use the telephone and any associated IT equipment
	
	
	

	2.2 List the transport services offered by the organisation and contact points in other support organisations
	
	
	

	2.3 Explain how to listen effectively and question prospective passengers in a way that is seen as supportive and helpful
	
	
	

	2.4 Explain the importance of tone of voice and giving a good impression of the organisation
	
	
	

	2.5 Explain how to communicate with callers who have speech or hearing difficulties or language/dialect differences to their own
	
	
	

	2.6 Describe how to check that a prospective passengers understands the agreed transport arrangements
	
	
	

	2.7 Describe how to identify and communicate with callers who need assistance over and above arranging transport
	
	
	

	3. Be able to communicate changes to transport arrangements

	3.1 Call prospective passengers if previously agreed transport arrangements cannot be met in line with organisational procedures
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	3.2 Make sure that the prospective passenger is aware of the change of plan to the transport arrangements
	
	
	

	3.3 Identify any problems likely to arise to the prospective passenger as a result of the change of transport arrangements
	
	
	

	3.4 Give clear suggestions about alternative transport arrangements and give the prospective passenger enough time to seek clarification of these alternatives
	
	
	

	3.5 Confirm clearly to the prospective passenger the agreed alternatives and check that they understand them
	
	
	

	3.6 Contact as appropriate, in line with organisational procedures, other staff to help ensure agreed transport arrangements with the prospective passenger are taken forward
	
	
	

	3.7 Make a correct record of all telephone conversations, in particular the agreed transport arrangements, or other help offered, in line with organisational procedures
	
	
	

	4. Know how to communicate changes to transport arrangements

	4.1Describe organisational operational activity and implications for pre-booked passenger journeys
	
	
	

	4.2 Describe the action that should be taken if prospective passengers cannot be contacted by telephone
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	4.3 Describe how to summarise operational difficulties in an understandable way and the various alternatives that might apply
	
	
	

	4.4 Explain how to listen effectively and question prospective passengers in a way that is seen as supportive and helpful
	
	
	

	4.5 Explain the importance of tone of voice and giving a good impression of the organisation
	
	
	

	4.6 Explain how to communicate with callers who have speech or hearing difficulties or who speak a language or dialect different to their own
	
	
	

	4.7 Describe how to check a prospective passenger’s understanding of the revised transport arrangements
	
	
	

	4.8 Describe organisational arrangements for recording the telephone contact and progressing agreed arrangements
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