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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 tin 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  ( A-E). 

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

http://source.tfl/pdfs/TfL_Competency_Briefing_Note_For_Line_Managers.pdf
http://source.tfl/pdfs/TfL_Competencies.pdf
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ADDITIONAL INFORMATION AND/OR ADDENDUM


	Enter job title: Customer Service Assistant 2 (CSA2)
	Position number: Customer Service Manager (CSM)
	Enter Hay score / Pay Band: 99 / CSA2
	t1: 
	Enter text: To deliver world class service in all customer-facing areas of London Underground stations, providing assistance according to all customer needs including ticketing and enquiries. Work unsociable hours and weekends regularly as part of a roster.         
	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: Customer service: deliver world-class service by proactively providing assistance to customers, including those with special requirements, with service information, help and advice on ticketing.  

Ticketing: Provide proactive support and advice to customers at Ticket machines including the use of staff-enabled functionality. Float, service and consolidate cash from ticket machines where directed.

Incidents and emergencies: assist to ensure the safety of customers and staff, and to restore service as quickly as possible, in line with London Underground’s rules and procedures (as directed).  

Station support: Support the smooth operation of the station environment. This could include carrying out checks, taking steps to alleviate congestion, prevent overcrowding and assisting customer flow and evacuation where necessary. Resolve local issues or report faults as required.


	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: • Customers: provide help and assistance.  • Tenants, contractors, cleaners and other TfL representatives: assist with access to the station environment and request cleaning assistance. • LU operational colleagues: work collaboratively to ensure the smooth operation of the station and delivery of a world-class service across the network and receive direction from the CSM and CSS as applicable. • Cash collection: ensure the correct process is followed in handing cash to collection service staff Fault report centre: to raise reports of new faults. • Service Control: report details of incidents and receive real-time information to disseminate to customers and colleagues. • Incident response colleagues and services: communicate and liaise with Emergency Services, Duty Reliability Managers, Emergency Response Unit and others in the event of an incident or emergency British Transport Police: assist in the prevention and detection of crime. • Local community: understand local issues, impacts and the needs of local customers.  
	Text4: • Excellent knowledge of the London Underground system, ticketing and travel options 
• Good knowledge of local area information including onward transport, amenities and attractions
• 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 basic fault resolution for station assets
• Knowledge of Operating Rules and Procedures (as found in the relevant Rule Books) and their application.  


	Text5: • Excellent customer service skills to deliver a world-class service
• Ability to determine the best solution to meet customers needs (eg ticketing)
• Ability to use appropriate technology to help customers with information and ticketing services, eg Ticket machines and hand-held devices 
• Ability to carry out all relevant cash handling procedures
• Ability to understand and apply emergency safety procedures to protect the well-being of self, colleagues and customers
• Ability to provide station familiarisation, coaching and support to colleagues
• Ability to demonstrate assurance and competence, as appropriate to the location, including licences for safety critical activities 
• Ability to communicate clearly and effectively with people from different backgrounds and at all levels
	Text6: • Working in a busy and dynamic environment
• Working calmly and confidently in all situations including emergencies
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