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	Post Title
	Passenger Transport Support Officer

	JE Reference 
	X234
	Grade 
	C+
	SCP Range
	7-8



Reporting line:Passenger Transport Team Leader




Passenger Transport Support Officer




N/A








Job Purpose:	

To provide comprehensive administrative and business support to the Passenger Transport Team, contributing to the safe, effective and compliant delivery of transport services for children and young people, together with support for internal fleet operations. The postholder will deliver a high standard of customer service and act as a key point of contact for parents, schools, transport providers, colleagues and other stakeholders, ensuring that transport services are administered efficiently and effectively.


Relationships:

Accountable to: 	 Passenger Transport Team Leader

Accountable for: 	 N/A

General Contacts:   	Transport office colleagues, Drivers, PAs, Schools, training providers, colleges, parent/carers, other local authorities, internal departments (such as finance, legal, fleet, social care), adult day centres, respite providers, senior managers, commissioned transport suppliers and contracted employees.


Key duties and responsibilities:

Perform a range of administrative, clerical and customer service duties in support of the Passenger Transport Team, in consultation with the Passenger Transport Team Leader and wider team members, ensuring the efficient delivery of the Passenger Transport Service;

1. Manage the Passenger Transport email inbox, ensuring enquiries are actioned, resolved, escalated or forwarded appropriately within agreed timescales. 
2. Act as the first point of contact for telephone, email and face-to-face enquiries from parents, schools, transport providers and internal stakeholders. 

3. Maintain accurate electronic records, filing systems and correspondence in accordance with data protection, retention and subject access request requirements. 

4. Administer Home to School Transport bus pass schemes, including applications, renewals, replacements and distribution, and maintaining the school bus pass database.
 
5. Update and maintain transport management systems, databases and records, ensuring high levels of data accuracy. 

6. Produce and distribute letters, reports, newsletters and other service-related documentation. 

7. Arrange meetings, room bookings and diary invitations, and provide administrative support including minute taking where required. 

8. Support transport assessment panels, appeals and reviews by gathering and preparing relevant information and evidence. 

9. Monitor daily transport operations, recording and escalating service disruptions, complaints, incidents and vehicle breakdowns as appropriate. 

10. Assist with emergency and temporary transport arrangements, including liaison with parents, schools and transport operators. 

11. Liaise with transport providers regarding operational issues, route changes, attendance concerns and service delivery matters. 

12. Maintain operator records and monitor compliance documentation, including insurance, safeguarding and other statutory requirements.

13.  Provide administrative support for procurement activities, quotations, contract administration and fleet-related processes. 

14. Support Team Leaders and colleagues with administrative tasks relating to Health and Safety, training, audits, inspections and compliance activities. 

15. Contribute to service improvement, project work, policy reviews and the development of efficient administrative processes, undertaking other duties commensurate with the grade of the post.

16. On occasions, to provide emergency cover as a Passenger Assistant








General/Corporate Responsibilities:

1. To undertake such duties as may be commensurate with the seniority of the post

2. To ensure that the Council’s corporate Health & Safety policy is followed and training is undertaken in all pertinent health and safety procedures

3. To partake in the Council’s and Directorate’s staff training and development policies as well as the Council’s system of performance appraisal

4. To treat all information gathered for the Council and Directorate, either electronically or manually, in a confidential manner

5. All employees are required to demonstrate a commitment when carrying out their duties which promotes and values diversity and the equality of opportunity in relation to employees and service users which is in line with the Council’s Equality & Diversity Policy.

6. To be responsible for identifying and managing all risks associated with the job role through effective application of internal controls and risk assessments to support the achievement of Corporate and Service objectives

7. To ensure the highest standards of customer care are met at all times

8. To ensure the principles of Value for Money in service delivery is fundamental in all aspects of involvement with internal and external customers

9. To ensure that the highest standards of data quality are achieved and maintained for the collection, management and use of data.

10. To positively promote the welfare of children, young people, and vulnerable adults and ensure that it is recognised that Safeguarding is everyone's responsibility; and to engage in appropriate training and development opportunities which enhance an individual’s knowledge and skill in responding to children, young people and vulnerable adults who may be in need of safeguarding.
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	POST TITLE
	GRADE

	Passenger Transport Support Officer
	C+



	NOTE TO APPLICANTS
Whilst all points on the specification are important, those listed in the essential column are the key requirements.  You should pay particular attention to those points and provide evidence of meeting them. Failure to do so may mean that you will not be invited for interview.



	CRITERIA
	NECESSARY REQUIREMENTS
	* M.O.A.

	
	Essential
	Desirable
	

	EXPERIENCE
	· Minimum of 2 years' experience in an administrative, business support or customer service environment.
· Experience of managing and prioritising a high volume of enquiries through shared inboxes, telephone calls and other communication channels.
· Experience of maintaining accurate records, databases and electronic filing systems.
· Experience of dealing with sensitive, complex or challenging customer enquiries and resolving issues appropriately.
· Experience of working within a busy team environment and meeting competing deadlines.
· Experience of producing correspondence, reports, minutes and other administrative documentation.
· Experience of working with computerised systems and databases to input, interrogate and retrieve information.
	· Experience of working within a transport, education, fleet, local authority or public sector environment.
· Experience of administering transport services, contracts, permits or travel schemes.
· Experience of supporting appeals, panels, complaints or casework processes.
· Experience of working with children, young people and families or services supporting vulnerable customers.

	A, I, R

	SKILLS AND ABILITIES
	· Excellent communication skills, both written and verbal, with the ability to communicate effectively with a wide range of customers and stakeholders.
· Ability to provide a high standard of customer service in a busy and demanding environment.
· Strong organisational skills with the ability to prioritise workloads and manage competing demands.
· Ability to work accurately and maintain a high level of attention to detail.
· Ability to analyse information, identify issues and support effective problem solving.
· Ability to work independently using initiative whilst also contributing effectively as part of a team.
· Ability to maintain confidentiality and handle sensitive information appropriately.
· Ability to build and maintain positive working relationships with colleagues, schools, transport operators and service users.
· Ability to adapt to changing priorities and respond effectively to operational pressures.
· Strong administrative skills, including record keeping, document production and data management.
	· Ability to interpret policies, procedures and guidance and apply them to specific situations.
· Ability to support service improvement initiatives and identify opportunities to improve working practices.
· Ability to assist with training or guiding colleagues in administrative processes and systems.
	A, I, R, C

	EDUCATION/ QUALIFICATIONS/ KNOWLEDGE
	· NVQ Level 3 in Business Administration (or equivalent qualification) or significant relevant experience.
· GCSE English and Mathematics (Grade C/4 or above) or equivalent qualification, or demonstrable ability to apply these skills in the workplace.
· Good working knowledge of Microsoft Office applications, including Outlook, Word and Excel.
	· ECDL, Business Administration qualification or other recognised IT qualification.
· Knowledge of Home to School Transport legislation, policies and processes.
· Knowledge of data protection, records management and information governance requirements.
· Understanding of safeguarding responsibilities when working with children and vulnerable adults.
	A, I, C

	OTHER REQUIREMENTS
	· Requirements to work beyond normal working hours (covering rota arrangements 7am to 5pm)
· Proven ability to respond to internal and external pressures of the job including complex customer concerns
· Proven ability of ensuring that deadlines are met and work is prioritised accordingly
· Flexibility in response to business needs
	· Evidence of own continuous personal and professional development

	A, I, R, C 

	COMMITMENT TO EQUAL OPPORTUNITIES
	· Commitment to Equality and Diversity and the ability to recognise the needs of different service users
	· Knowledge of equality and diversity 
	A,I 

	COMMITMENT TO SERVICE DELIVERY/ CUSTOMER CARE
	· Commitment to providing a customer-focused service 

	· Evidence of linking day-to-day duties to overall service aims and improvements
	A,I 



METHOD OF ASSESSMENT: (*M.O.A.)

A = APPLICATION FORM   C = CERTIFICATE   E = EXERCISE   I = INTERVIEW   P = PRESENTATION   T = TEST   AC = ASSESSMENT CENTRE
R = REFERENCE
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