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1. Assessors and Internal Assessor Details (IQA)
Assessor details

	Name 
	Signature

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	


Internal Quality Assurer details
	Name 
	Signature

	
	

	
	

	
	

	
	


2. Mapping 
	Unit
	LO
	AC
	Page ref.
	Evidence
	Date achieved
	Assessor initials
	IQA initials

	201
	All
	All
	
	Confirmation of achievement - Exam
	
	
	

	202
	1
	1.1
	
	Task 2
	
	
	

	
	
	1.2
	
	Confirmation of achievement - PCV driving licence /

Driving assessment
	
	
	

	
	
	1.3
	
	Task 2
	
	
	

	
	2
	2.1
	
	Task 2
	
	
	

	
	
	2.2
	
	Task 2
	
	
	

	
	
	2.3
	
	Task 2
	
	
	

	
	
	2.4
	
	Task 2
	
	
	

	
	3
	3.1
	
	Task 3
	
	
	

	
	
	3.2
	
	Task 2
	
	
	

	
	
	3.3
	
	Task 1
	
	
	

	
	
	3.4
	
	Task 2
	
	
	

	203
	1
	1.1
	
	Task 4
	
	
	

	
	
	1.2
	
	Task 5
	
	
	

	
	
	1.3
	
	Task 5
	
	
	

	
	
	1.4
	
	Task 6
	
	
	

	
	2
	2.1
	
	Task 7
	
	
	

	
	
	2.2
	
	Task 8
	
	
	

	
	3
	3.1
	
	Task 9
	
	
	

	
	
	3.2
	
	Task 1
	
	
	

	
	
	3.3
	
	Task 10
	
	
	

	
	4
	4.1
	
	Observation form A
	
	
	

	
	
	4.2
	
	Observation form A
	
	
	

	
	
	4.3
	
	Observation form A
	
	
	

	
	
	4.4
	
	Observation form A
	
	
	

	204
	1
	All
	
	Confirmation of achievement - Exam
	
	
	

	
	2
	2.1
	
	Observation form B / Copy of PCV Module 4
	 
	
	

	
	
	2.2
	
	Observation form B / Copy of PCV Module 4
	
	
	

	
	
	2.3
	
	Observation form B
	
	
	

	
	
	2.4
	
	Observation form B
	
	
	


Please Note: LO = Learning Outcome; AC = Assessment Criteria 

3. Confirmation of achievement

	Confirmation of exam achievement
I certify that _______________________________________________
has successfully achieved   (   
has not yet achieved  (   
Unit 1: My London      

LO1: Know the Transport for London (TfL) network

LO2: Understand factors affecting the customer experience on London’s bus services

LO3: Understand methods used by TfL to measure bus service performance
Unit 4: My Bus    

LO1: Understand procedures required to operate vehicles safely

Date of exam:                                                         Exam mark:     /60
If applicable

Date of re sit exam:                                                Exam mark:     /60

Feedback:

Assessor name:                                                                
Signed:

Date:


Confirmation PCV Driving Licence 
I certify that                                                  has passed the PCV Driving Test. 

I confirm seeing the PCV Driving Licence.            
Date licence obtained:
Assessor name:                                                                

Signed:

Date:

Confirmation of driver assessment achievement

I certify that  ________________________________ holds a PCV licence when they joined the company.    __________________________________ 
has successfully passed a driving assessment. 

Date licence obtained:

Date of driving assessment:

Feedback

Assessor name:                                                                

Signed:

Date:

4. Tasks

Task 1 Mystery Customer (Unit 202 LO3 AC3.3; Unit 203 LO3 AC3.2)
You are to take the role of a mystery customer. You are required to observe a bus driver on a route for a minimum of 16 minutes. You are to complete the Mystery Customer Observation Form and complete an evaluation of the driver’s overall performance.  
	Mystery Customer Observation Form

	Date:
	Route:
	Time:                to

	Criteria /standard
	Score

1 = Excellent

2 = Good

3 = Satisfactory

4 = Poor
	Reasons for your score 
Consider what was good and what could be improved.

	How smooth was the journey?
· Moving off
· Braking
· Speed
	
	

	
	
	

	
	
	

	
	
	

	How was the positioning at bus stops?
· Closeness to bus stop
· Closeness to kerb
· Avoiding obstructions

	
	

	
	
	

	
	
	

	
	
	

	How was the customer service?
· Did the driver acknowledge customers?  
· How well did the driver interact?
· How was the driver’s appearance?
· What was the driver’s attitude like?

	
	

	
	
	

	
	
	

	
	
	

	
	
	

	Other comments e.g. use of the PA system, dealing with customers with specific needs
	


Evaluation of the driver’s performance
	Overall strengths

(What the driver did well)
	Conclusion(s) based on your observation


	Areas for improvement 
(What the driver could do better)
	Conclusion(s) based on your observation



Task 2 Self Evaluation (Unit 202 LO1 AC1.1, AC1.3; LO2 AC2.1, 2.2, 2.3, 2.4; LO3 AC3.2, 3.4) 
Managing your time so that you have a good balance between work and your home life is really important.  
Planning your personal and work activities can help you better manage your time.  Reflecting on your planning can help you improve your time and manage your self more effectively.  It allows you to assess whether you can fit all your activities in your day or week. It helps you see if you have enough time to sleep, eat and spend time with friends or family.  Reviewing your plan against what actually happened can help you plan your time better in the future.
You are required to:
1. Plan your time and keep a log of your performance over a 12-week period. You are to complete a minimum of 6 self-reflective logs. The first should be completed during your training.

2. Have two meetings to discuss your performance and progress. 

3. Use your self-reflective logs and feedback to write a self-evaluation.

	Self-reflective log - 1                                                             Date:

	Summary of what I have been doing.
	

	How well did I meet my responsibilities?

· Personal 

· Job role
	

	How well did I plan my time? 

· My work 

· My personal 
	

	What did I do well?
	

	What I did not do so well?
	

	What will I do better next week?
	

	Did my planning affect my performance and or my personal wellbeing?
	

	What I have learnt?
	


	Self-reflective log - 2                                                             Date:

	Summary of what I have been doing.
	

	How well did I meet my responsibilities?

· Personal 

· Job role
	

	How well did I plan my time? 

· My work 

· My personal 
	

	What did I do well?
	

	What I did not do so well?
	

	What will I do better next week?
	

	Did my planning affect my performance and or my personal wellbeing?
	

	What I have learnt?
	


	Self-reflective log – 3                                                             Date:

	Summary of what I have been doing.
	

	How well did I meet my responsibilities?

· Personal 

· Job role
	

	How well did I plan my time? 

· My work 

· My personal 
	

	What did I do well?
	

	What I did not do so well?
	

	What will I do better next week?
	

	Did my planning affect my performance and or my personal wellbeing?
	

	What I have learnt?
	


	Self-reflective log - 4                                                             Date:

	Summary of what I have been doing.
	

	How well did I meet my responsibilities?

· Personal 

· Job role
	

	How well did I plan my time? 

· My work 

· My personal 
	

	What did I do well?
	

	What I did not do so well?
	

	What will I do better next week?
	

	Did my planning affect my performance and or my personal wellbeing?
	

	What I have learnt?
	


	Self-reflective log - 5                                                             Date:

	Summary of what I have been doing.
	

	How well did I meet my responsibilities?

· Personal 

· Job role
	

	How well did I plan my time? 

· My work 

· My personal 
	

	What did I do well?
	

	What I did not do so well?
	

	What will I do better next week?
	

	Did my planning affect my performance and or my personal wellbeing?
	

	What I have learnt?
	


	Self-reflective log – 6                                                             Date:

	Summary of what I have been doing.
	

	How well did I meet my responsibilities?

· Personal 

· Job role
	

	How well did I plan my time? 

· My work 

· My personal 
	

	What did I do well?
	

	What I did not do so well?
	

	What will I do better next week?
	

	Did my planning affect my performance and or my personal wellbeing?
	

	What I have learnt?
	


You are required to attend two meeting to discuss your performance. 

	Meeting 1: Feedback of performance
(To be completed by a mentor, line manager, assessor, supervisor)

	Summary of performance observed

Customer service

Driving 


	Key strengths 



	

	Areas for improvement

	

	Name:

	

	Job title:
	

	Signature:
	

	Date of meeting /feedback:
	


	Meeting 2: Feedback of performance
(To be completed by a mentor, line manager, assessor, supervisor)

	Summary of performance observed

Customer service

Driving 



	Key strengths 



	

	Areas for improvement

	

	Name:

	

	Job title:
	

	Signature:
	

	Date of meeting /feedback:
	


Task 2
Using your six self-reflective logs and the feedback of your performance, summarise how you met your responsibilities and then complete a personal evaluation. You must reflect on your performance over at least a 12-week period and consider your responsibilities and the required standards of driving.
Personal Evaluation 
	Responsibilities
	Summary of how I have met my responsibilities

	Personal 
	

	Legal
	

	Job role
	

	Personal Evaluation

	Questions
	Evaluation

	Have you had any time off work? 

What has caused you to be off work/ not missing work?
	

	Have you been late for work? 

What caused you to be late / have good timekeeping?
	

	Have I had any collisions? 

Did anything cause me to have a collision e.g. tired? 
	

	Have I had any complaints?

If so, what for?


	

	Describe how personal factors increase risk to you, others and the organisation and or TfL’s reputation

	

	Have I had any commendations? 

If so, what for?
	

	How has my performance (good and bad) impacted on others 
	Customers

The bus company

Other drivers
Colleagues



	Has my planning/lack of planning affected my performance?
	

	What have I done well and why?
	

	What have I not been so good at and why?
	

	What has affected my performance? 

Consider areas where you have performed well and not so well. 
	

	Describe two examples of when you interacted with customers in a positive manner.
	Example 1

Example 2



	Explain how your performance has impacted on the level of service
	

	Areas for improvement at work
	


	Checklist Questions
	Yes
	No

	Have I used the information in my self-reflective logs to support the answers in this task?
	
	

	Have I used the information from meetings 1 and 2 to support the answers in this task?
	
	


Task 3 Planning Personal and Work Responsibilities (Unit 202 LO3 AC3.1)

You are required to plan your personal and work responsibilities for the next week. You can use the plan provided or your own plan providing that you include the same level of information.
	My Weekly Plan 

	Week
	

	Time 
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday
	Saturday
	Sunday

	01:00
	
	
	
	
	
	
	

	02:00
	
	
	
	
	
	
	

	03:00
	
	
	
	
	
	
	

	04:00
	
	
	
	
	
	
	

	05:00
	
	
	
	
	
	
	

	06:00
	
	
	
	
	
	
	

	07:00
	
	
	
	
	
	
	

	08:00
	
	
	
	
	
	
	

	09:00
	
	
	
	
	
	
	

	10:00
	
	
	
	
	
	
	

	11:00
	
	
	
	
	
	
	

	12:00
	
	
	
	
	
	
	

	13:00
	
	
	
	
	
	
	

	14:00
	
	
	
	
	
	
	

	15:00
	
	
	
	
	
	
	

	16:00
	
	
	
	
	
	
	

	17:00
	
	
	
	
	
	
	

	18:00
	
	
	
	
	
	
	

	19:00
	
	
	
	
	
	
	

	20:00
	
	
	
	
	
	
	

	21:00
	
	
	
	
	
	
	

	22:00
	
	
	
	
	
	
	

	23:00
	
	
	
	
	
	
	

	00:00
	
	
	
	
	
	
	


Task 4 Applying Customer Service Principles (Unit 203 LO1 AC1.1)
Describe how you have applied the principles of customer service.

	Principle
	Examples of how I applied the principles of customer service

	Greet and acknowledge the customer
	

	Interact with the customer
	

	Build rapport
	

	Identify customer needs 
	

	Provide a service to customers
	

	Respond to customer feedback
	


Task 5 Supporting Customers with Specific Needs (Unit 203 LO1 AC1.2, 1.3)
You are required to describe how you dealt with three specific customer needs.

	Customer information  - description of specific needs
	What I did to support each customer’s specific need

	Customer 1
	

	Customer 2
	

	Customer 3

	


Task 6 Managing My Bus (Unit 203 LO1 AC1.4)
Choose three situations from the list provided that you have had experience of dealing with. For each situation describe how you managed the bus effectively?

1. A drunken customer being disruptive and using inappropriate behaviour on the bus. 

2. A busy bus with lots of people standing at the front.
3. A bus re route due to a roadblock.
4. A soiled bus.

5. A buggy in a wheelchair space and a wheelchair needed the space.

6. iBus not working.

7. An ill customer on the bus. 

8. A fault with the bus. 
	Situation

No
	Description of how I managed the bus

	
	

	
	

	
	


Task 7 Assessing the Customer Experience (Unit 203 LO2 AC2.1)
Select four of the following and assess how each has affected the customer experience on your bus. 

1. Bus management with regard to customers

2. Cleanliness of the bus 

3. Seating

4. Reliability

5. Validity of travel 

6. Your professionalism e.g. attitude, smoothness of ride, safety, distractions 

7. Your knowledge 

8. Bus not stopping
	What affected the customer experience?
	Did it affect the customer in a positive or negative way?
	Reasons for your decision – positive or negative.
(Detail why it affected the customer experience)

	
	
	

	
	
	

	
	
	

	
	
	


Task 8 Benefits of Meeting Customer Expectations (Unit 203 LO2 AC2.2)
Explain the benefits of meeting customer expectations.  Consider the benefits to at least three of the following:
· The customer

· The bus company

· TfL

· London 
· Yourself

	Explanation  - Give reasons why meeting customer expectations is important


	


Task 9 Driving Forces (Unit 203 LO3 AC3.1)
Explain how the driving forces used on your bus have affected the customer experience

	Driving forces

	Explanation of how your driving affected the customer experience.

	Braking


	

	Acceleration


	

	Cornering 
	


Task 10 Speed Variation (Unit 203 LO3 AC3.3)
Select three situations when you had to vary your bus driving speed:

· In heavy rain
· In built up pedestrian area
· Near school areas
· At traffic lights

· Near cyclists 

· At bus stations 

· When approaching road speed humps
Explain why you needed to vary your speed in each situation.
	Situation 
	Why my speed varied?

	
	

	
	

	
	


5. Observation forms

Observation form A (Unit 203)
	Observation of performance 

	Unit 203: My Customers LO4: Be able to deliver a positive customer experience on buses
AC4.1 Communicate with customers
AC4.2 Use a PA systems to communicate with customers

AC4.3 Provide information to customers

AC4.4 Drive in a manner that meets customers’ requirements

	Criteria
	Achieved

(Yes/No)
	Comments

	Communication
· Is the driver appearance in line with company requirements?
· Did the driver acknowledge customers as they boarded the bus?

· Was the driver polite with customers?

· Was the language used appropriate to customers?
· Did the driver adapt their communication to the situation? (If applicable)
	
	

	PA announcement
What information was communicated over the PA system?
· Was the PA announcement clear?

· Was the announcement timely?

· Was the information communicated relevant to customers on board?

· Was the PA system turned on and off at appropriate times?
	
	

	Information

· What information was communicated to customers? Give examples.
· Did the driver answer customer questions correctly? 
· Was the driver knowledgeable? 
	
	

	Safety and comfort

· Did the bus stop at the actual stop?

· Did the bus stop smoothly at each stop? 

· Did the bus drive off smoothly from each stop? 
· Did you notice any:

· cornering at inappropriate speed?
· jerking?
· sudden braking?
If so did it cause any discomfort or safety issues to customers?

· Did the driver pull up close to the kerb?

· Was sufficient time given to customers to reach a seat/space/position once boarded?
	
	 

	Overall feedback:

	  


	Assessor name:                                                                

	Signed:

	Date:


Observation form B (Unit 204)
	Observation of performance 

	Unit 204: My Bus LO2: Be able to manage buses

AC2.1 Carry out vehicle checks on buses in accordance to organisation procedures

AC2.2 Operate customer access technology
AC2.3 Report vehicle defects to others

AC2.4 Record service checks

	Activity
	Achieved

(Yes/No)
	Comments

	Successfully carried out a pre service check
	
	

	Correctly operated customer access technology 
· Ramps

· Kneeling facility
· PA system
	
	

	Reported vehicle defects to others within the organisation timescales
	
	

	Recorded service checks with minimal errors and omissions that do not affect the road worthiness of the vehicle and compliance
	
	

	Overall feedback:

	

	Assessor name: 

	Signed:

	Date:


6. Assessment Declaration 

	DECLARATION BY DRIVER 
I confirm that the evidence submitted for my assessment tasks is all my own work. 
I understand that false declaration is a form of malpractice.
Name: …………………………………………………
Signature: …………………………………………………
Date: …………………………




7. Feedback
	Task 1
	Mystery Customer


	Feedback

	AC Targeted

Unit 203 LO3 AC3.3 

· Evaluate other bus driver performance 
Unit 203 LO3 AC3.2 
· Assess bus positioning at meeting customer needs


	

	Assessor signature:

	Date:


	Task 2
	Self Evaluation
	Feedback

	AC Targeted

Unit 202 LO1 AC1.1, 1.3 

· Summarise driver responsibilities

· Describe how bus drivers interact with customers in a positive manner

Unit 202 LO2 AC2.1, 2.2, 2.3, 2. 4

· Analyse factors affecting personal performance 

· Describe how personal factors increase risk 

· Describe how to manage factors affecting personal performance  
· Explain how driver performance impacts on the level of service

Unit 202 LO3 AC3.2, 3.4  

· Evaluate own performance 

· Suggest areas for personal improvement at work

	

	Assessor signature:


	Date:


	Task 3
	Planning Personal and Work Responsibilities
	Feedback

	AC Targeted
Unit 203 LO2 AC3.1
· Plan responsibilities around shift work demands

	

	Assessor signature:

	Date:


	Task 4
	Applying Customer Service Principles
	Feedback


	AC Targeted
Unit 203 LO1 AC1.1

· Describe principles of customer service


	

	Assessor signature:

	Date:


	Task 5
	Supporting Customers with Specific Needs
	Feedback


	AC Targeted
Unit 203 LO1 AC1.2, 1.3
· Describe the needs of different customers

· Describe how bus drivers support customers with specific needs


	

	Assessor signature:

	Date:


	Task 6
	Managing My Bus
	Feedback


	AC Targeted
Unit 203 LO1 AC1.4
· Describe how drivers manage buses effectively

	

	Assessor signature:

	Date:


	Task 7 
	Assessing the Customer Experience
	Feedback


	AC Targeted
Unit 203 LO2 AC2.1

· Assess factors affecting the customer experience 


	

	Assessor signature:

	Date:


	Task 8
	Benefits of Meeting Customer Expectations
	Feedback


	AC Targeted
Unit 203 LO2 AC2.2
· Explain the benefits of meeting customer expectations


	

	Assessor signature:

	Date:


	Task 9
	Driving Forces
	Feedback


	AC Targeted
Unit 203 LO3 AC3.1

· Explain how driving forces on a vehicle affect the customer experience  


	

	Assessor signature:

	Date:


	Task 10
	Speed Variation
	Feedback


	AC Targeted
Unit 203 LO3 AC3.3
· Explain why speed varies to road environment


	

	Assessor signature:

	Date:


8. Glossary of key terms

	Verb 
	Meaning 

	Analyse
	To study or examine something in detail in order to discover more about it e.g. examine the cause and effect or relationship. 

	Assess
	To judge or decide the amount, value, quality or importance of something.

	Describe
	To ‘paint a picture’ of someone or something in words in.  

	Evaluate
	To review, judge or calculate the quality, importance, amount or value of something and then bring it together to form a conclusion.  

	Explain
	To detail the meaning of something with reasons. Usually considering ‘how’ or ‘why’. 

	Identify
	To recognise someone or something and say or prove who or what they are. 

	Outline
	To provide a clear but brief description.

	Plan
	To set out and communicate activities and timelines what require to be completed. 

	Suggest
	To put forward ideas or alternatives for consideration with justification. 

	Summarise
	To sum up or put information in your own words to create a précis of information discussed. 
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