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Standards

This SVQ is based on standards developed by GoSkills. GoSkills represent a wide variety of people working in a broad range of occupations within the Road Passenger Transport Industry.

Structure of the SVQ

The way the SVQ is made up is shown below. The unit title appears in bold and the elements that make up each unit are listed under the unit title. 

Mandatory units

Candidates must complete all of these units: 

Contribute to Effective Working Relationships With Colleagues

1
Contribute to effective working relationships

2
Contribute to effective communications with your colleagues

3
Integrate work activities with your colleagues

Contribute to Health and Safety in the Workplace

1
Identify risks to health and safety

2
Limit danger and damage to people and property

Provide Professional Customer Care 

1
Follow codes of dress and behaviour

2
Develop and maintain your work skills and knowledge

3
Develop professional relationships with customers

Optional units

Candidates must also complete 5 of the following units, in addition to the mandatory units: At least 3 units from Option Group A in the chosen employment area, plus at least 2 units from Option Group B, or 2 Units from Option Group C.

Community Transport

Group A

Help Passengers With Special Needs 

1
Recognise special needs of passengers

2
Respond to passengers with special needs

Deal Effectively with Difficult Passengers 

1
Assess situations and decision on action needed

2
Take action to deal with difficult passengers

Drive Passenger Carrying Vehicles Safely 

1
Prepare to drive the vehicle

2
Drive the vehicle

3 Pick up and set down passengers

4 Complete your driving duty

Operate the Passenger Service 

1
Prepare to operate the service

2
Operate the service

3 Deal with incidents during a journey

4 Communicate effectively with passengers

Prepare for Passenger Carrying Journeys 

1
Confirm the roadworthiness of the vehicle

2
Confirm the legal status of the driver and the vehicle

Group B

Process Fares

1
Process valid passenger tickets and passes

2
Account for fares and payments

Provide a Transport Services for Passengers with Special Needs 

1
Prepare for journeys with passengers with special needs

2
Provide the service for passengers with special needs

3 Deal with incidents during a journey involving passengers with special needs

4 Communicate effectively with passengers with special needs

Receive and Match Fare Payments to Tickets 

1
Receive payments and issue receipts

2
Receive advances and make payments

3
Match the payments received and made

Sort Out Emergencies and Incidents During a Journey

1
Assess situations and decide on action needed

2
Take action to sort out emergencies and incidents

Transport Parcels and Luggage

1
Accept and load parcels and luggage for transporting

2
Unload and hand over parcels and luggage

3
Deal with unclaimed parcels and luggage

Group C

Deliver Reliable Customer Service 

1
Prepare to deal with your customers

2
Give reliable service to customers

3
Check customer service delivery

Develop Customer Relationships 

1
Build customer confidence in the level of service provided

2
Meet the ongoing needs and expectations of your customers

3
Develop the relationship between your customers and your organisation

Process Customer Service Information 

1
Collect customer service information

2
Select and retrieve customer service information

3
Supply customer service information

Promote Additional Products or Services to Customers 

1
Identify additional products of services that are available

2
Inform customers about additional products or services

3
Gain customer commitment to using additional products or services

Resolve Customer Service Problems

1
Identify customer service problems

2
Select the best solution to resolve customer service problems

3
Implement the solution to customer service problems

Support Customer Service Improvements 

1
Use feedback to identify

2
Contribute to the implementation of changes in customer service

3
Assist with the evaluation of changes in customer service

Additional units

Candidates can also choose to complete these freestanding units to complement the award, but they do not form part of the qualification:

Provide a Security Transport Service 

1
Confirm customer requirements

2
Operate the service

3 Adopt appropriate working methods

4 Communicate effectively with passengers

Drive Passenger Carrying Vehicles Within Europe 

1
Prepare to drive the vehicle

2
Drive the vehicle

3 Pick up and set down passengers

4 Complete your driving duty

Contexts

The award can be taken in 8 different contexts. The contexts and group award numbers are listed below:

Road Passenger Transport (Bus) G766 22

Road Passenger Transport (Chauffeur) G769 22

Road Passenger Transport (Coach) G76A 22

Road Passenger Transport (Community Transport) G76C 22

Road Passenger Transport (Customer Service) G76D 22

Road Passenger Transport (Passenger Support) G76E 22

Road Passenger Transport (Private Hire) G767 22

Road Passenger Transport (Taxi) G768 22
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