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Railway Railway

Operated by West Midlands Trains



Job Title:


Customer Service Assistant - Retail Travel Advisor
Location        
Apsley, Kings Langley, Berkhamstead, Hemel Hempstead, Tring, Leighton Buzzard, Wolverton, Bletchley, Long Buckby 

Responsible to:

Duty Station/Customer Service Manager
 

Grade


           
CO2
Safety Status:                     
Non-safety Critical
Hours of Duty:                    
35 Hours
Shift patterns
Sunday shifts as agreed
Purpose of the job

To deliver a quality customer service through the provision of assistance and information to fulfil West Midlands Trains customer expectations, whilst meeting the Company’s business, safety and operational targets.

Person Profile

This position requires a person who is a confident communicator with a customer focused attitude, and is naturally able to quickly adjust to a variety of tasks, and take ownership of all ongoing opportunities, to provide a first-class customer service.

Duties

· Responsible for providing high quality customer service to all West Midlands Trains customers, including the promotion of the Company’s disable passenger procedure.

· Issue all products and services available from the stations.

· Update and amend manuals and manage the supply of leaflets and timetables.

· Ensure an attractive environment by maintaining high standards of environmental cleanliness.

· Ensure all Booking Office ticket issuing equipment are in good working order and carry out routine maintenance as necessary.

· Empty Ticket Vending Machines (TVM’s) every day (Monday – Friday), ensuring that two members of staff are in attendance, ensure that statistics are taken and forwarded in accordance with Company guidelines.

· Comply with Company’s cash regulations and cash handling processes.

· Maintain a secure environment.

· Continually provide information through effective communication directly with the customer, utilising display units and IT equipment (using PA) particularly during times of disruption.

· Maintain and update all relevant records and registers.

· Carry out winterisation duties on all platforms and on all public areas.

· Deal with all refunds and season ticket changeovers as appropriate.

· Take reasonable care of your own safety and for the safety of others who may be affected by your work

· Carry out duties as required by the Duty Station Manager and Customer Service Manager, for which you have been trained, competent and have been provided with the necessary PPE.
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