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	You must be able to: 

	1. Be able to prepare to operate the service

	1.1 Report for work at the correct time and place
	
	
	

	1.2 Get information on routes and schedules and confirm it is complete
	
	
	

	1.3 Deal with, beforehand, any known difficulties in operating the service
	
	
	

	1.4 Confirm that passenger-information systems provide the correct details of the service
	
	
	

	1.5 Get advice on alternative routes from the correct person if planned routes and timings are affected
	
	
	

	1.6 Let passengers know promptly about any disruption or alteration to the service in a positive way in line with organisational guidelines
	
	
	

	2. Know how to prepare to operate the service

	2.1 Describe how to get, and check, the information needed related to running the service
	
	
	

	2.2 Describe why it is important to keep to the official route and timings
	
	
	

	2.3 Describe how to alter routes or timings
	
	
	

	2.4 Describe how to assess possible difficulties in running the service
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	2.5 Describe how to communicate to passengers when the route and/or timings need to be changed
	
	
	

	2.6 Describe how to operate passenger-information systems
	
	
	

	3. Be able to manage the passenger comfort systems

	3.1 Check that passenger-comfort systems are in working order before starting service operation
	
	
	

	3.2 Operate the passenger-comfort systems in line with operating instructions and organisational guidelines
	
	
	

	3.3 Operate the comfort systems to suit the needs of passengers and adjust them to take account of changing conditions
	
	
	

	3.4 Tell passengers about any comfort systems controls they can use
	
	
	

	3.5 Deal with any problems with operating passenger-comfort systems in line with organisational procedures
	
	
	

	4. Know how to manage the passenger comfort systems

	4.1 Describe how to control passenger-comfort systems to benefit passengers
	
	
	

	4.2 Describe organisational guidelines for operating passenger-comfort systems
	
	
	

	4.3 Describe how to deal with operational problems with passenger comfort systems
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	5. Be able to operate the service

	5.1 Operate the service at the correct time
	
	
	

	5.2 Keep to the running timings as far as current conditions allow
	
	
	

	5.3 Get updates of information that help operate the service
	
	
	

	5.4 Get advice on alternatives to the service from the correct person when necessary
	
	
	

	5.5 Give details of any disruption, delays or changes to passengers promptly and positively
	
	
	

	5.6 Give details of any disruption, delays or changes to the correct people in line with organisational guidelines
	
	
	

	6. Know how to operate the service

	6.1 Describe where and how to get information that could negatively affect the service, including updates
	
	
	

	6.2 Describe how to maintain customer service
	
	
	

	6.3 Describe how to operate passenger-information systems
	
	
	

	6.4 Describe organisational procedures for changing planned services
	
	
	

	6.5 Describe how to use the organisation’s forms and documents
	
	
	

	7. Be able to communicate effectively with passengers

	7.1 Communicate with passengers in a positive way
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	7.2 Respond to passengers’ requests for information in an appropriate way
	
	
	

	7.3 Give passengers the information they ask for, which should be within the limits of own personal knowledge and authority
	
	
	

	7.4 Confirm with passengers that the information given is helpful and understood
	
	
	

	7.5 Deal effectively and positively with communication problems in line with organisational guidelines
	
	
	

	7.6 Behave towards passengers in line with the organisational code of customer service
	
	
	

	8 Know how to communicate effectively with passengers

	8.1 Describe the different types of verbal and non-verbal communication
	
	
	

	8.2 Describe how to keep passengers informed
	
	
	

	8.3 Describe how to confirm understanding with passengers and interpret (verbal and non-verbal) signals from them
	
	
	

	8.4 Describe where to get help from to deal with communication difficulties
	
	
	

	8.5 Describe organisational service standards
	
	
	

	8.6 Describe organisational standards and codes for behaviour and customer service
	
	
	




Learner declaration of authenticity:


I declare that the work presented for this unit is entirely my own work.








Learner signature:							Date:





Assessor sign off of completed unit:


I confirm that the learner has met the requirements for all assessment criteria demonstrating knowledge and skills for this unit. 








Assessor name:








Signature:								Date:











