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Job Description

Job Purpose

Job title

Reporting to 
(position number)

Hay score / Pay Band

Guidance

Key accountabilities

People management responsibilities 

Does this role have people management responsibilities?

If yes, then the role-holder is responsible for leading and supporting the people that report to them in a way that allows those individuals 
to perform and develop to their best in their career at TfL.

Yes No 
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Knowledge

Skills

Financial Impact 

Key interfaces 
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HEALTH & SAFETY STATEMENT

All employees have a general duty in law to take reasonable care for the health and safety of themselves and of other persons who may be 
affected by their acts or omissions. All employees must understand and be committed to Transport for London’s Health and Safety Policy 
statement and the Company’s safety priorities and be aware of their contribution to such priorities. All employees must also be aware of 
and comply with all current health and safety legislation and other Company requirements that are relevant to their role. 

EQUALITY STATEMENT 

Transport for London values the diversity which exists in our city, and our aspiration is to reflect this diversity in our workforce. All 
employees must be aware of and committed to the Equality Policy Statement of Transport for London. All employees must also be aware 
of and comply with other Company requirements associated with Equality and Diversity issues relevant to their role. 

CRIME & DISORDER STATEMENT

It is a statutory requirement for all departments within TfL to follow Section 17 of the Crime and Disorder Act 1998. Section 17 requires 
authorities to consider the likely affect on crime and disorder and community safety in all that they do, and take action to prevent crime 
and disorder, substance misuse, anti-social behaviour and behaviour that adversely affects the environment. TfL has voluntarily been 
committed to following Section 17 since 2006, but we must all make sure that it is considered in decision making, policies and procedures 
in the same way that equality and health and safety are.

Our 15 competencies are the generic skills, including interpersonal skills and knowledge need to perform well in a role, but 
not all of these will be applicable. Based on the requirements of the role, please indicate those competencies that are most 
relevant (6 - 8 max) and the level required with A the least complex and E the most complex level. 

Refer to the Competency Briefing Note for Line Managers for further information and the Competency Framework to 
determine the competencies and levels to be included. 

Building capability Communications and influence

Responsiveness Stakeholder management

Customer service orientation Planning and organisation

Strategic thinking Commercial thinking

Problem solving and decision making Safety awareness

Organisational awareness Managing business performance

Change and innovation Team leadership

Results focus

Experience

Personal information relating to TfL’s customers, workforce and members of the public, must only be collected, accessed or used by 
employees for legitimate business purposes directly related to the performance of their duties; and in accordance with their terms and 
conditions of employment, TfL’s Privacy and Data Protection Policy, The TfL Code of Conduct and relevant HR policies. The misuse of 
personal information is generally viewed as gross misconduct and may also constitute a criminal offence.

PRIVACY & DATA PROTECTION STATEMENT

http://source.tfl/pdfs/our_competency_briefing_note_for_line_managers.pdf
http://source.tfl/pdfs/Our_Competencies_Dec2014.pdf
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ADDITIONAL INFORMATION AND/OR ADDENDUM


	Enter job title: Revenue Control Officer 
	Position number: Duty Revenue Control Manager ( DRCM) 
	Enter Hay score / Pay Band: Operational grade 
	t1: 
	Enter text: To deliver world class service to all London Underground customers, to minimise revenue loss to the business through the checking of customer's travel documents and the provision of a visible deterrence against fare evasion, and to carry out operational and other activities as directed by the Duty Revenue Control Manager
	Tooltip: Please see example :"The job will have responsibility and accountability for delivering the projects to time, budget, scope and quality, and supporting the Programme Manager, they will optimise the allocation and utilisation of project and programme management professionals, subject matter experts and external suppliers. The job will work within the Programmes & Delivery team to leverage their specialist expertise within projects to ensure the implementation of a holistic and comprehensive project delivery model.”
	t2: 
	Enter text 02: 1. Provide world class customer service whilst checking the validity of customers’ travel documents, and detection of irregularities as a means of minimising revenue losses on London Underground2. Issuing penalty fares, taking appropriate action for anti-social/ inconsiderate behaviour. Conforming to current legislation and conditions contained within the conditions of carriage3. Work effectively and participate in joint operations with the Police Service and other stakeholders to minimise fare evasion,  share information on inconsiderate/ anti-social behaviour on London Underground services, and support safer travel and improved customer confidence4. Promote a safe working culture through collaborative working to minimise risks associated to customer and staff safety through the following of safety procedures 5. Assist to ensure the safety of customers and staff during incidents and emergencies, and to restore service as quickly as possible, in line with London Underground’s rules and procedures (as directed).
	Tooltip 2: Please see examples :"Responsible for the reporting of periodic department expenditure against the budget to ensure is in line with forecast spending.Provide a wide range of ad-hoc analyses, to produce accurate, insightful and meaningful interpretation of customer travel behaviour.Manage assigned projects, in accordance with the TfL PPM Methodology and working to relevant corporate standards, to ensure delivery of intended business benefits."
	Text2: The jobholder does not have any budgetary responsibility but will handle cash and other assets responsibly and in accordance with the appropriate procedures.
	Text3: • Work Collaboratively with the wider Revenue Control team • Customers: provide help and assistance• LU operational colleagues: work collaboratively to ensure the smooth operation of the station • Fault report centre: to raise reports of new faults• Incident response colleagues and services: communicate and liaise with Service Control, Emergency Services, DRMs,      ERU and others in the event of an incident or emergency • BTP, TfL and TOC revenue control teams: assist in the performance of joint revenue operations across the LU Network • Business Support and System teams: work with systems owners across TFL to ensure proper operation of ticket checking equipment
	Text4: • Understanding of the TfL objective with regards to the reduction of crime and antisocial behaviour on the public transport network • Understanding of revenue protection practices and procedures • Hold and maintain a valid London Underground Stations Operational License• Excellent knowledge of the London Underground system, other TfL services, ticketing and travel options• Good understanding of the required performance measures, including London Undergrounds' customer service targets and goals, and how personal performance contributes to the organisation as a whole• Knowledge of Operating Rules and Procedures (as found in the relevant Rule Books) and their application• Knowledge of how station assets operate to be able to resolve basic faults• Understanding of relevant workplace health and safety legislation and safety • Theoretical and/or practical knowledge of techniques used to manage workplace conflict  
	Text5: • Ability to interact with a broad range of people both within the organisation and externally through the use of excellent inter-personal communication and inter-personal skills • Highly driven individual with strong organisational skills with the ability to adapt to a constantly changing operational environment and on occasion; highly pressured situations • Competent problem-solver with the ability to provide real time solutions and a keen eye for attention to detail • Ability to interpret information from a number of different sources to inform a rapid, rational decisions, whilst taking into consideration their short and long term consequences. • Ability to adapt to business changes and developments in technology (e.g. legislation, policies and procedures) • Ability to demonstrate resilience and provide support for colleagues when faced with difficult or demanding situations • Collaboration: proactively build strong effective working relationships with colleagues/stakeholders to improve delivery
	Text6: • Proven work experience gained within direct customer service roles • Experience of successfully developing, delivering high quality customer service and maintaining effective relationships • Experience of delivering difficult messages to customers • Experience in using a variety of communication methods to influence and persuade customer behaviour • Proven experience of taking enforcement or compliance action in an operational environment. 
	c1: Yes
	1: [A]
	c9: Yes
	9: [B]
	c2: Yes
	2: [B]
	c10: Off
	10: [ ]
	c3: Yes
	3: [B]
	c11: Off
	11: [ ]
	c4: Off
	4: [ ]
	c12: Off
	12: [ ]
	c5: Yes
	5: [B]
	c13: Yes
	13: [B]
	c6: Off
	6: [ ]
	c14: Off
	14: [ ]
	c7: Off
	7: [ ]
	c15: Off
	15: [ ]
	c8: Yes
	8: [B]
	Text7: -Role involves variety of sitting, standing and/or walking as part of day to day work-Shift work and exposure to weather elements  -Primarily dealing with customers with ticketing issues - High levels of alertness and vigilance required 
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