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Role Description



	Role:
Ferries Stage Officer 
Post No:
	Directorate:
Integrated Transport Services
Grade: 
13-15
	Reports to:
Team Leader/Captain
Supervises: 
Not Applicable

	Primary Purpose:
To ensure the safe, efficient and effective operation of Mersey Ferries Shore based facilities/activities exceptional standards of presentation and customer service are maintained and implemented.  The post holder may be required to carry out similar duties on board the Vessel during peak periods of resource demand.



	Outcome
	Delivered Through

	Satisfied Customers


	(
Putting the customer at the heart of everything we do.

(
Anticipating and meeting customer needs and expectations.

(
Adapt our approach to recognise the diverse needs of our customers.

(
Ensuring the customer leaves our care impressed by our efforts 

(
Demonstrate effective passenger/customer management.



	Safe Services and Workplace
	(
Understanding and meeting all health and safety duties and responsibilities;

(
Adhering to Merseytravel’s Safety Management System;

(
Ensuring compliance with all health and safety legislation.

(
Ensure the stages and gangways are operated safely.



	Continuous improvement of services
	(
Promoting a culture of continuous improvement

(
Challenging the status quo

(
Sharing good practice

(
Ensure customer facilities are of a high standard of presentation.

•
Being pro-active to match customer demands.


	Services and Workplace which are open and accessible to all members of the community
	(
Having an appropriate level of knowledge of equality legislation and how it affects your service area;

(
Promoting equality and diversity in and through your services;

(
Wherever possible, assist those who may benefit from help and/or advice.

	
	

	Success through commercial awareness


	(
Demonstrating an understanding of how Mersey Ferries and Attractions work within Merseytravel’s business 

(
Demonstrating an awareness of the industry and environment in which Merseytravel operates (political, economic);

(
Understand how lack of up-selling detrimentally affects the business and tailor our approach and interaction with customers to facilitate this.

(
Understand how ancillary sales improve our business standing (retail, evening charters, vending, catering contracts etc) and tailor our approach and interaction with customers to facilitate this.

(
Ensure all cash is handled appropriately using the correct procedures and equipment.



	Innovative thinking, products, services and ways of working


	(
Challenge the status quo;

(
Encourage innovative thinking.

(
Demonstrate a “can do”, attitude.

(
Demonstrate problem solving, not just problem highlighting.

(
Be open to learning and development.



	Experience, Qualifications, Behaviours,

Skills & Competencies

	Essential

· Experience in customer focussed operational environment.

· Strong customer focus, putting customers at the heart of everything we do.

· Experience and understanding of Health & Safety.

· Commitment to learning and self-development.

· Excellent communication and interpersonal skills.

· Excellent standard of personal presentation.

· Awareness of equality & valuing diversity.

· Environmental awareness.

· Able to work on own and as a team.

· Flexible approach to work schedule and environment to maintain service delivery

· Possess a level of physical fitness commensurate to undertaking all aspects of the role including manual handling and heavy lifting.

•
Commitment to Merseytravel’s vision, values and behaviours.

•
Willing to embrace change.
•
Able to travel to any Ferry Terminal for the start and finish of shift  times 



	Desirable

•
Ability to carry out minor maintenance tasks.
•
Competent & proficient in all current IT systems and applications including Microsoft Office Suite.
•
Full Driving licence.
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