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Job Title:

Train Service Manager West Midlands
Department:

Control

Location:

Tyseley Operations Centre

Grade:


Control C
Hours/Days:
19.75 hours per week  (Part Time- Shift work and weekend work).  
Purpose of the job

· Maintain effective control of train services over the designated route
· Ensure the customer is given the best possible service during times of disruption.
· Proactively return West Midlands Trains to Normal following disruption 
· Be proactive and customer focused
· Record all actions in the control CCIL log

· Monitor all delays and ensure Level 1 delay staff are advised of cause.  
Responsibilities

· Reports to the Duty Control Manager
· Authority to make decisions regarding service delays, disruption events and fleet movements based on the available information, laid down criteria and management guidance, giving full consideration to West Midlands Trains passenger requirements traincrew terms and conditions of service
· Ensure compliance with all safety responsibilities as detailed in the appropriate Safety Responsibility Statement

Key Accountabilities

· Ensure compliance with the Rule Book and Appendices

· Ensure compliance with safety standards

· Ensure effective monitoring of West Midlands Trains services

· Ensure delivery of the train plan
· Ensure distribution of amended train plans during disruption information to the appropriate WMT staff within required timescales and according to structured guidelines

· Ensure delay information transmitted using appropriate media within required timescales

· Meet required performance standards
Main tasks

· To be the focal point of the West Midlands Trains “customer experience”

· Provide alternative transport for all nominated West Midlands Trains services during times of disruption taking guidance from the Duty Control Manager.

· Provide real time information to West Midlands Trains station colleagues, traincrew, Control Room staff and customers regarding delays and disruptions according to structured guidelines
· Ensure West Midlands Trains customers (both able and reduced mobility) are not disadvantaged during disruption
· Ensure West Midlands Trains are not disadvantaged by train regulation and that any issues with regulation are raised with Network Rail, logging these as appropriate in the CCIL Daily log

· Ensure customers are provided with the best alternative journey options when planned services are disrupted
· Ensure all delays are passed on to Level 1 delays for investigation, Accepted/Disputed and correctly allocated to the appropriate manager 
· Ensure PIDD compliance during the time that the Information desk is unstaffed

· Any other duties commensurate with the grade and post and as required.

Experience & Knowledge required for the job

· Effective communicator at all levels of the organisation

· Demonstrable prioritisation skills

· Methodical

· Enquiring/analytical & questioning mind

· Understanding of Customer needs

· Understanding of West Midlands Trains operations rules and regulations, standards and procedures

· Thorough knowledge of West Midlands Trains routes and geography
· Thorough knowledge of Network Rail infrastructure, diversionary routes and locations where services could be terminated short and restart if necessary

· Knowledge of all depots, stations and other locations that is relevant to West Midlands Trains.

· Experience of a customer service environment would be an advantage

· Good knowledge of traincrew terms and conditions

· Knowledge of software including Word, Excel, Tyrell IO, Trust, Genius, P2, CCIL log, Winpopup Messenger and CCF.

Person Specification

· Excellent communication skills

· Flexible

· Customer focused
· Ability to remain calm and work under pressure

· Attention to detail

· Able to prioritise own workload

· Good decision making ability

· Able to handle large amounts of information

· Articulate and numerate
· Computer literate with good keyboard skills

· Able to motivate and influence others

Qualifications & Training required for the job

· West Midlands Trains induction programme attendance for new entrants
· Rules & Regulations training
· Training on any current or new software packages used within the Control Room
· Ongoing assessments to ensure competency is maintained

External and Internal Contacts

· Control Room team

· West Midlands Trains traincrew 

· Other West Midlands Trains staff at all levels
· West Midlands Trains customers

· Network Rail Zonal Controls

· Other Train Operating Company Controls

· Siemens
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