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Highfield Level 2 End-Point Assessment for 
Passenger Transport Service Operations Onboard 

and Station Team Member Apprenticeship Standard 
 

The following pages contain the Passenger Transport Service Operations Team Member 
Standard and the assessment criteria in a suggested format that is suitable for delivery. 
All the core criteria are listed first: knowledge, skills and competence, and behaviours. 
This is followed in turn by the specific skills and knowledge for station/depot and 
onboard.
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Core Knowledge 
Reference Standard 

Subject Area 
Requirement Indicative Assessment Criteria 

K1 Compliance 
with rules and 
procedures 

Understand what is required to ensure 
you and your customers comply with 
relevant procedures, regulations and 
laws that impact on the transport 
environment and its operation 

K1.1 Identify personal track safety regulations 
K1.2 Describe the national conditions of travel 
K1.3 Describe your passenger charter (or equivalent) 

K2 Customer 
awareness 

Understand the range of customers 
within the transport services industry, 
their needs, rights and expectations and 
how to provide an excellent service that 
promotes the transport industry 

K2.1 Identify the different types of customers 
K2.2 Describe how to assist the different types of customers, taking 

into account their needs and rights, e.g. disabled toilet 
K2.3 Identify what assistance is required and provide this with an 

excellent service 

K3 Appreciation of 
the commercial 
environment 

Understand the range of services 
available and have an appreciation of the 
commercial transport environment 

K3.1 Identify the full range of services available 
K3.2 Describe the different types of assistance that may be 

provided before, during and after the train journey 

K4  Appreciation of 
customers with 
particular 
requirements 

Understand the needs of customers who 
may need assistance including those who 
have disabilities and particular 
requirements 

K4.1 Understand how to identify customers who have disabilities or 
particular requirements 

K4.2 Describe the different types of assistance that are available for 
customers who have disabilities or particular requirements 

K4.3 Demonstrate excellent customer service when providing 
assistance 

K5 Awareness of 
organisational 
legislation and 
responsibilities 

Understand assistance that can be 
provided and the relevant legislation and 
responsibilities of the organisation and 
those who work there 

K5.1 Understand the duties and services you must perform, as per 
your passenger charter (or equivalent) 
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Core Skills and Competence 
Reference Requirement Indicative Assessment Criteria 
S1 Welcome customers in a polite and reassuring manner, 

directing and escorting them as appropriate 
S1.1 Demonstrate excellent customer service 
S1.2 Direct and inform customers, according to organisational 

guidelines 
S2 Recognise inappropriate behaviour that could lead to a 

conflict and remain alert for breaches of security, e.g. 
suspicious packages and emergency situations, taking 
prompt and appropriate action to ensure safety 

S2.1 Identify suspicious behaviour, appropriate to the location 
S2.2 Differentiate between typical items/packages and those that are 

out of the ordinary 
S2.3 Describe the rules and procedures for leaving a train or station, 

including evacuation procedures 
S2.4 Describe the relevant safeguarding procedures for your role 

S3 Act appropriately during incidents and emergency 
situations to minimise risk 

S3.1 Describe the appropriate responses to instances of inappropriate 
behaviour, incidents and emergency situations 

S4 Evaluate situations, which impact on the transport 
service and provide solutions to restore operations 

S4.1 Describe your role during emergency situations 
S4.2 Identify who to contact and what information needs to be 

communicated 
S5 Recognise when circumstances could lead to confusion, 

panic or conflict, providing assistance that is 
considerate of risk and reassurance that is sympathetic 
and promotes good will 

S5.1 Describe how to anticipate when certain actions or situations 
may lead to confusion, panic or conflict 

S5.2 Explain the need for clear communication, ensuring that 
customers are fully informed at all times 

S5.3 Identify the roles and responsibilities required during certain 
situations 

S5.4 Describe how to demonstrate empathy, dealing with problems in 
a practical way 
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Behaviours 
Reference Requirement Indicative Assessment Criteria 
B1 Be approachable and friendly at all times B1.1 Establish a rapport with the customer 

B1.2 Welcome passengers and be approachable 
B2 Act as a good listener, respectful of other’s beliefs and 

personal circumstances 
B2.1 Use active listening techniques 
B2.2 Show respect to the beliefs and personal circumstances of others 

B3 Be conscientious of risks impacting on passenger safety 
and remain calm under pressure when issues occur 

B3.1 Report hazardous situations in line with organisational 
procedures 

B3.2 Warn others when hazardous situations arise, while remaining 
calm 

B3.3 Demonstrate confidence when handling tough situations 
B4 Be confident of their role regarding passenger safety 

and organised in its delivery 
B4.1 Show confidence in the safety of your passengers, yourself and 

others 
B4.2 Plan and organise, so you are prepared and safe 

B5 Be passionate about providing quality passenger 
services and a role model to colleagues 

B5.1 Describe how interpersonal skills can create a positive impression 
of the transport industry 

B5.2 Show a drive to deliver results and resolve problems for internal 
and external customers 

B6 Pay attention to detail and take pride in providing a 
quality service 

B6.1 Demonstrate attention to detail which leads to quality 
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Specific Station or Depot Requirements 
Reference Requirement Indicative Assessment Criteria 
SS1 Contribute to the safe dispatch of trains from a platform 

(rail only) 
SS1.1 Demonstrate the relevant procedures for the safe dispatch of 

trains from a platform 
SS1.2 Carry out effective observations and communications to assist in 

the safe dispatch of a train (both manned and unmanned) 
SS2 Support the vehicle turnaround service SS2.1 Make appropriate announcements to inform staff and customers 

of the vehicle turnaround 
SS2.2 Carry out an effective vehicle turnaround service 

SS3 Contribute to the sale and issue of tickets, receipts or 
passes, using the appropriate systems and equipment, 
recording transactions and dealing with errors 

SS3.1 Demonstrate a thorough knowledge of equipment to be able to 
provide sales of tickets 

SS3.2 Carry out effective use of equipment to provide information and 
ticket sales 

SS4 Support revenue inspections in line with legal and 
company requirements 

SS4.1 Carry out effective checks and inspections of tickets 
 

KS1  Know the procedures for the safe dispatching of trains 
(rail only) 

KS1.1 Describe the relevant procedures for the safe dispatch of trains 
from a platform 

KS1.2 Describe effective observations and communications to assist in 
the safe dispatch of a train (both manned and unmanned) 

KS2  Know the process and procedures for a turnaround 
service and understand the importance of safety and 
efficiency 

KS2.1 Describe the procedures involved with a vehicle turnaround 
KS2.2 Identify the relevant safety precautions relevant to a turnaround 

service 
KS2.3 Describe the importance of efficiency during a turnaround service 

KS3  Know how to sell and issue tickets and understand the 
appropriate equipment used 

KS3.1 Know if your customers have the correct tickets for the route 
KS3.2 Describe the equipment used to provide sales of tickets 
KS3.3 Describe effective use of equipment to provide information and 

ticket sales 
KS4  Understand the impact of fraud and the procedures 

taken when identified 
KS4.1 Identify the correct procedures for when fraud is identified 
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Specific Onboard Requirements 
Reference Requirement Indicative Assessment Criteria 
SO1 Direct and escort passengers to their seats, answering 

queries regarding seat reservations, timetables, 
onboard services and the range of facilities available 

SO1.1 Demonstrate how to direct passengers appropriately 
SO1.2 Demonstrate, when appropriate, how to escort passengers, e.g. 

disabled or those with excessive baggage 
SO1.3 Answer customers’ questions and enquiries appropriately 

SO2 Carry out routine checks to customer areas, dealing 
with any irregularities such as obstructions, missing or 
faulty equipment, left items, and evidence of illegal 
substances 

SO2.1 Carry out routine checks and walkthroughs to identify and 
address irregularities 

SO2.2 Demonstrate the correct procedures to deal with irregularities 

SO3 Provide a catering service, displaying products in line 
with brand guidelines and procedures, accepting and 
reconciling payments 

SO3.1 Carry out routine procedures to provide a catering service 
SO3.2 Demonstrate how to display products as part of a catering service 
SO3.3 Accept and reconcile payments for products as part of a catering 

service 
KO1 Know how to direct and escort passengers KO1.1 Describe how to direct and escort passengers appropriately 

KO1.2 Identify when it is appropriate to escort passengers, e.g. disabled, 
excessive baggage 

KO2 Know relevant information regarding seat reservation, 
timetables and onboard services and facilities, and how 
to appropriately present it 

KO2.1 Describe vehicle layout and features 
KO2.2 Describe how to direct passengers appropriately with regards to 

seat reservations, timetables and onboard service and facilities 
KO2.3 Describe the onboard services and facilities available 

KO3 Understand the importance of routine checks and 
process and procedures for carrying them out 

KO3.1 Describe how and when to carry out routine checks for 
obstructions and hazards, e.g. bicycles 

KO4 Know the procedure for dealing with evidence of illegal 
substances 

KO4.1 Identify the correct reporting procedures for dealing with 
suspected illegal substances 

KO5 Understand how to provide professional catering 
service 

KO5.1 Describe how to provide a professional and effective catering 
service 

 
 


