CUSTOMER SERVICE


JOB DESCRIPTION & SAFETY RESPONSIBILITY STATEMENT

This is a Key Safety Post

JOB TITLE:  Customer Service Assistants
LOCATION:   


            VIP/Announcing

TEAM:
DATE:   

REPORTING TO:  Station Service Leaders

BUSINESS: 
U.P.N:   

Place organisation chart here

Virgin Trains operates one franchise – West Coast Trains Ltd.  Your responsibilities extend as explained below and you shall use your best endeavors to discharge these responsibilities towards the company.

PURPOSE OF JOB & PRINCIPAL ACCOUNTABILITIES

Assist with all station platform procedures, ensuring a safe and effective workplace for all our staff and customers. Provide a consistently high standard of customer service on behalf of Virgin Trains and all other beneficiaries of @@@@ Station. 

PRINCIPLE ACCOUNTABILITIES

MANAGE SERVICE DELIVERY

1. Assist with the monitoring of station platform procedures, ensuring satisfactory delivery on behalf of Virgin Trains.

2. Assist with the co-ordination of all customer service activities particularly during times of disruption, ensuring all customers are dealt with in line with Virgin Trains specification and passenger Charter requirements.

3. Establish a safe and efficient working environment for both staff and customers at @@        Station through carrying out the necessary safety checks and security audits in accordance with all safety group standards and Virgin Trains policies.

4. Ensure a correct and safe method of work in dispatch of trains for both Virgin Trains and all other beneficiaries preventing any avoidable delays.

5. Proactively assist customers with fare timetable and any other queries from the immediate vicinity of the Customer Service office.

6. Queue combing in the Ticket Hall and subway area at busy times.

7. Assist customers in the use of “Quick fare” and “Fast Ticket” machines.

8. Ensure that the customer service office is kept clean and tidy at all times.

9. Maintain stocks in the timetable and leaflet racks.

10. Collect disabled list print out sheets daily, and make staff aware of all assistance’s required during the day.

11. Help with disabled passenger assistance as directed by the Team Leader.

12. Dispatch of train services as directed by the station service leader.

13. Ensure the office securely locked at the end of the day’s business.

14. Provide a high quality announcing service to customers and operate and update CIS equipment as required.

MANAGING PEOPLE

1. Assist in a customer service team through motivation and teamwork.

2. Ensure you are provided with relevant training and development, meeting all competencies and standards.

3. Ensure all day to day activities are achieved to maximise the contribution of all team members.

4. Liaise with other stations to determine extent of delays, positioning of first class etc.

5. Maintain target 90 logbook and sheets, follow up and challenge overtime where necessary.

MANAGE INFORMATION

1. Assist with the timely dissemination of all information/communication between Virgin Trains and all relevant beneficiaries.

2. Ensure all information is cascaded quickly to all station services personnel.

3. Monitor all information relevant to the Virgin Trains KPI’s.

4. Ensure clear and concise information is passed on to our customers at all times in accordance with relevant specifications.

5. Ensure that the TRUST machine is working.  Report any faults to station service leaders.

6. Work as directed by Station Service leaders.

SAFETY RESPONSIBILITIES

Virgin Trains and its employee's subscribe to the six key Industry Safety Rules.

· Commitment (Safety is the first consideration in everything we do, if it isn't safe, we don't do it)

· Leadership (Safety begins at the top - we walk the talk and set a visible example)

· Openness (Safety is openness - information is shared and investigation conclusions are open to all parties)

· Reporting (Safety is knowledge - we report every incident and take immediate remedial action)

· Responsibility (Safety is everyone's responsibility - we learn from mistakes and will not tolerate negligence)

· Measurement (Safety needs a common measure - we shall use lost time, accidents and other appropriate measures)

VIRGIN TRAINS VALUES AND BEHAVIOURS 

This post holder will be expected to behave in a manner equal to the position. This post requires flexibility of hours, location, energy application and vision as required by the project.  This post holder may be required to stay away from home on occasion.

This post holder will respect the very strict code of confidentiality operated within the team.  Any breach of confidentiality, pursuit of agenda's other than those associated with its project or expression of opinions not related directly with this role will be dealt with seriously.

Virgin Trains behaviors are to be focused on our Customers, to listen actively, to work as a team, to empower others and to show empathy.  

Virgin Trains Values are that we will be:

· Professional - we will achieve the highest standards in everything we do.

· Friendly - we are open and honest with our customers and colleagues and treat them with warmth trust and respect.

· Distinctive - we will delight our customers by delivering excellence and innovation - the Virgin Difference.

· Passionate - we are proud of our company and celebrate our achievements as a team.

DIMENSIONS OF JOB & DECISION MAKING AUTHORITY

Insert
KEY CONTACTS 

Internal




External

Insert
EXPERIENCE, KNOWLEDGE, QUALIFICATIONS & TRAINING

Customer Service Experience would be beneficial

DOCUMENTATION & EQUIPMENT

All documentation and equipment issued to you (including uniform and travel documents) remains the property of Virgin Trains.  It is your responsibility to ensure that all property is returned upon termination (for whatever reason) of your employment with Virgin Trains.

AUTHORISATION DETAILS

Authorised by: ………………………………

Date ……………………………….

Post Holder: …………………………………

Date ……………………………….

