
Transport for London

This job description takes account of the primary factors but recognises there may be an number of items required to
fulfil the role, but which are not required to be detailed.

Direct Active Fair Accountable Collaborative

Job Description

Job Purpose

Job title

Reporting to 
(position number)

Hay score / Pay Band

Guidance

Key accountabilities



Transport for London

This job description takes account of the primary factors but recognises there may be an number of items required to
fulfil the role, but which are not required to be detailed.

Direct Active Fair Accountable Collaborative

Knowledge

Skills

Financial Impact 

Key interfaces 



Transport for London

This job description takes account of the primary factors but recognises there may be an number of items required to
fulfil the role, but which are not required to be detailed.

Direct Active Fair Accountable Collaborative

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/TfL_Competencies.pdf


Transport for London

This job description takes account of the primary factors but recognises there may be an number of items required to
fulfil the role, but which are not required to be detailed.

Direct Active Fair Accountable Collaborative

ADDITIONAL INFORMATION AND/OR ADDENDUM


	Enter job title: Service Delivery Manager - Victoria Coach station 
	Position number: Senior Service Delivery Manager 
	Enter Hay score / Pay Band: Band 2
	t1: 
	Enter text: Working rotational shifts to offer 24 hour duty manager coverage at Victoria Coach Station (VCS) to provide a single accountability point for VCS in terms of managing coach services in the vicinity, mitigating disruption to coach passengers and monitoring and managing on the day operation of ticket hall activities.

Management of an efficient front line operational team, empowering them to meet business objectives, make decisions, feel accountable for their areas of responsibility and develop them into high performing teams.





	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. Undertake line Management of the front-line teams in both the departures and arrivals terminal, including ticket hall staff, to develop empowered decision making and accountability for their areas of work. Select, Guide, train and mentor staff (as appropriate) to ensure a high performing team is in place in line with the TfL principles around behaviours and staff development/succession planning.
2. Disseminate real-time and future information on coach operations to members of the public, staff and stakeholders via gate screens, email and printed materials to enable informed decision.
3. Responsibility for all monetary activities in the ticket hall in line with audit requirements., including but not limited to undertaking the security, and collection and banking of monies from clerks and VCS facilities, the reconciling of returns and supporting documents from the security company, ordering and balancing of the Ticket Hall safes, banking of monies from the ticket hall, left luggage and public toilets. 
4. In emergency situations, act as VCS Silver Commander to expedite the swift and systematic evacuation of the coach station, appointing Bronze Commanders and delegating authority. Work with first responders to establish the cause of the emergency and, where appropriate, timely re-entry and reestablishment of services.
5. Working closely with the Service Coordinator to plan, create and disseminate the daily gate sheet and ad hoc changes to the roster to effectively manage the 24/7 coach station operation, including ticket hall activities, and to resolve real time staffing issues, acting as an escalation point for on the day problems to ensure a safe, efficient, knowledgeable and quality service to all users of VCS. Lead investigations into accidents, incidents and occurrences on station, compiling professional reports for senior managers and stakeholders  
6. Attend meetings to liaise and engage with a diverse range of internal and external stakeholders, implementing strategic plans and recommending enhancements in order to maximise finite capacity, sales and achieve the coach stations goals
7. Undertake administrative tasks including technical back-up to the Ticket Hall to manage stock/equipment ordering, fares information discrepancies maintenance of daily log, line management HR responsibilities - including issuing of overtime as appropriate and time sheet approval - along with the compilation and collation of any other reports required by the Senior Service Delivery Manager. 
	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 role is responsible for balancing the needs to deliver customer service excellence and health, safety and security commitments whilst utilising available resources in a cost effective manner to meet Victoria Coach stations financial targets . This includes the daily and periodic production and collation of a range of financial and transaction reports on the income from all front line areas at VCS. 
Commitment to the control of the associated payroll budget for a team of operational FTE

	Text3: • The General Public.
• Managers and staff at all levels within TfL, suppliers and contractors working on behalf of the coach station and TfL 
• Coach operating company managers, planners and front line staff, both at VCS and over the phone at their control rooms
• External stakeholders such as commercial tenants, emergency service personnel, borough councillors, Department for Transport, local residents, land owners and media bodies   
• Development companies, architects, construction and utility companies and associated highway engineers and planners




	Text4: • Education to A-level GCSE or equivalent professional experience (desirable)
• Knowledge of TfL and VCS objectives, policies and procedures – especially those relating those relating to cash handling. (Essential) 
• Practical Knowledge of the VCS operating model and revenue generation (Desirable)
• A geographical knowledge of the coach service network in the United Kingdom and of international services operating from VCS (Essential)
• A detailed understanding of coach operators ticketing policies and procedures as well as fair trading legislation (Desirable)
• A conscientious approach to completion of tickets and paperwork and the accounting for cash and monetary documents (Essential)
• Have, or be quickly be able to acquire, a PCV driving licence qualification (desirable)
• Understanding of VCS legacy systems and historic agreements (Essential)
	Text5: • Proficient in the use of software packages such as Outlook, Word, Excel and SAP (Essential).
• Excellent customer service skills in a busy 24/7 front-line operational environment and ability to manage difficult conversations alongside the ability to influence and achieve results through others (Essential)
• Good financial understanding and a meticulous approach to the completion of paperwork relating to ticket stocks and other products, and to the security of monies. (Essential)
• Excellent Team leadership, organisational and communication skills and the ability to build relationships with stakeholders. (Essential)
• An ability to work under pressure and make decisions with a variety of issues, with escalation to next level of line management kept to the minimum. Including people and operational management, resolution of conflict and mitigating between conflicting priorities. (Essential)
	Text6: • Demonstrable experience of working in a front-line operational area,  reacting dynamically to challenging situations and to tight deadlines (Essential)
• Supervising and motivating a team of shift workers to deliver a high quality customer service (Desirable)
• Experience of financial responsibility in a customer facing environment, exercising judgement to reach appropriate solutions from both own experience and from standard responses (Essential)
• Leading teams during emergency situations, utilising available resources to ensure the safety and security of staff, customers and TfL assets (Desirable)
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	Text7: Front-line staff will need to be physically fit and are required to pass a medical assessment with TfL Occupational Health

The role can involve dealing with vulnerable individuals. A Disclose and Barring Service check will be carried out prior to commencement of employment 


