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JOB DESCRIPTION

	1.
	JOB TITLE:
	Passenger Services Agent

	2.
	HOURS:
	As per contract

	3.
	RESPONSIBLE TO:
	Passenger and Customer Services Supervisor

	4.
	DIRECT SUPERVISORY RESPONSIBILITY FOR: Nil

	
	INDIRECT SUPERVISORY RESPONSIBILITY FOR: Nil

	5.
	IMPORTANT FUNCTIONAL RELATIONSHIPS

	
	INTERNAL: All airport departments 
EXTERNAL: Passengers, Members of the public, Airlines, Courier Services, Hotels, Coach and Taxi companies, Police Special Branch, UKBF and Airport Stakeholders

	6.
	MAIN PURPOSE OF JOB: 

	
	To provide passenger check in, boarding, escorting, passenger with reduced mobility (PRM) assistance, car park payments and front line maintenance to barriers and payment machines, general travel information and a high level of customer service to all users of Cornwall Airport Newquay.
An airport environment is different to any other and you will be rostered to work to an agreed shift pattern between 0500hrs to 2200hrs. The hours and days worked are subject to change throughout the year. They may also change at short notice due to operational reasons e.g. flight schedule changes, delays, diversions or additional movements. 

	7.
	MAIN DUTIES AND RESPONSIBILITIES:

	7.1
	To check in passengers and baggage, using manual and computer systems, in accordance with airline and airport procedures and in compliance with CAA, EASA and IATA Directives. 

	7.2
	To board passengers using manual and computer systems and to oversee the boarding process in accordance with airline and airport procedures

	7.3
	To assist with the marshalling of passengers as part of the boarding and disembarkation process in accordance with airline and airport procedures

	7.4
	To disembark international passengers from aircraft in compliance with UKBF, Police and Special Branch protocols.

	7.5
	To carry out ticket desk duties in compliance with airline and airport procedures

	7.6
	To complete appropriate documentation including the handling of monies, credit cards and unique payments as applicable 

	7.7
	To provide assistance to all passengers to the highest standard of customer service at all times, especially in the event of delays, cancellations and diverted flights in accordance with airline and airport procedures. Airport procedures include obtaining the latest flight information from the Airlink system and appropriate use of the public announcement system and hand held radios.

	7.8
	To provide assistance to passengers with reduced mobility and hidden disabilities and unaccompanied minors in accordance with EC1107/2006 and airline and airport procedures 

	7.9
	To assist hosting front of house activities such as assisting passengers with airline Self Service Kiosks, being prepared for Security, Boarding, and Car Park payments.

	7.10
	To staff and deal with all customer enquiries received on the Information Desk. Enquiries will vary but include car parking enquires including via the intercom system, flight information, collect appropriate payments, arrange transport and hotel accommodation.

	7.11
	To deal promptly with Property Irregularity Reports and instigate tracing action for mis-routed baggage to ensure the bag is returned to the passenger as quickly as possible.

	7.12


	To liaise with other departments: Flight Dispatch and Security to ensure on time departures

	7.13
	To carry out all office and administration duties as required for this role and to collect trolleys to/from car parks and terminal to ensure all trolley parks are correctly maintained

	7.14
	To ensure all public areas and employee work areas are kept clean and tidy including participation in foreign object debris collections across the airport.

	7.15
	To undertake the roles set out for Passenger Service Agents in the Airports Snow plan

	7.16
	To assist the on call senior manager with Airport/Airline emergency procedures as published in the relevant manuals. 

	8.
	RULES AND PROCEDURES

	8.1
	To be aware of and adhere to applicable rules, regulations, legislation and procedures e.g. Equality and Diversity Act 2010, Code of Conduct, national legislation (Health & Safety, Data Protection.

	8.2
	To maintain confidentiality of information acquired in the course of undertaking duties for the department.

	8.3
	To be responsible for your own self-development, undertaking training as appropriate.

	8.4
	To undertake other duties appropriate to the grading of the post, as required.


Job Description prepared by : R Thomasson


Date amended : 01.12.2016
