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__________________________________________________________________________ 

Volunteer Role Description 

Role: On-Board Service Volunteer 

Group: On-Board Services 

Location: Thirlmere (Loop-line trips) & Various Sydney metro & regional train 
stations (Main-line trips & excursions) 

Date: 20/02/2017 
 __________________________________________________________________________ 

Primary Purpose 

The On-Board Services Volunteer is an integral part of the team to the deliver Transport Heritage NSW’s 
(THNSW’s) program of safe and reliable heritage rail operations.  The primary purpose of the On-Board 
Services Volunteer role is to ensure the on-board safety and welfare of our customers and team members 
to ensure the successful delivery of unique heritage passenger rail experiences operated by THNSW. 
 
Key to the success of this role will be excellent interpersonal and communications skills, the ability to work 
with a diverse team, flexible problem solving capabilities, excellent customer service skills and an 
exceptional proactive customer service attitude, the highest standards of personal presentation, a passion 
for excellence and a strong ‘safety first, but can do’ attitude. 
 
On-Board Services Volunteers work on a variety of steam and diesel hauled train trips and excursions, 
from day tips and shuttles on the Thirlmere Loop line and within the Sydney, metro and regional rail 
network, through to long distance tours within rural NSW and interstate from time to time. 

Duties 

On-Board Services Volunteers are required to have a high level of health and fitness to perform their 
duties in a unique and moving environment.  The physical demands can be very high at times, and 
volunteers must be able to deal with a variety of situations – including incidents impacting health and 
safety or emergencies.   If you have any health or fitness conditions that may impact your ability to 
perform this role then you may be required to satisfy a Medical Check and / or provide a Certificate of 
Fitness from a Doctor before volunteering on-board.   

Duties include: 

 checking tickets, directing and assisting passengers to compartments and seats, passengers to 

safely board and disembark and assisting with luggage for distance tours. 

 monitoring doors and passage ways while the train is in motion with particular diligence required 

when arriving and departing at stations.  

 monitoring and restocking supplies, adjusting lighting, heating and window fixtures and fittings to 

support passenger comfort and safety during travel 

 maintaining the presentation of carriages and facilities for passenger use, including restrooms, 

dining cars and sleeping compartments where present 

 maintain communication with of the Train Guard and/or Train Manager. 

 applying accident and emergency procedures and taking appropriate action if there is an incident 

affecting safety, health and wellbeing 

 monitoring for safety and security risks to customers, team members, members of the general 
public and the heritage assets, ensuring entry controls are maintained, that pathways, access 
points, doorways, ramps and stairs remain clear at all times and that any incident or near miss is 
reported appropriately 
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Specialist Roles 
Additional duties are required for specialist roles: 

 Dining & Buffet Attendant: preparing and maintaining table setting, serving of food and beverages 

(RSA required for alcohol service) 

 Retail Attendant: preparing and setting up stock, processing of retail merchandise and souvenir 

sales 

 First Aider: responding and if it is safe to do so, providing first aid treatment as trained, to any 

customers, team members, or members of the general public who are injured or ill, keeping them 

safe until they can receive more advanced medical treatment, while making sure that they and 

anyone else involved are also safe.  Monitoring stock of first aid supplies and arrange for 

replenishing through appropriate processes. (Nationally recognised Fist Aid Qualification, 

including CPR required) 

 

Team Environment 

Rail Safety & Operations Team is responsible for the ongoing safety, availability, reliability and delivery of 
THNSW’s heritage rail operations and unique heritage passenger rail customer experiences. 

The Rail Safety & Operations Team includes: 

 Rail Safety & Operations Manager 

 Rail Safety & Environment Officer 

 Rail Operations Coordinator 

 Team members involved in the preparation and conduct of heritage passenger rail experiences 

including, the Train Preparation & Provisioning Team, Rail Safeworking qualified Locomotive 
Crews and the On-board Service Team 

 

The On-Board Services Team is responsible for the core functions required to provide and promote public 
access to and engagement with on-board heritage passenger rail experiences and tours. Core activities 
include: 

 Delivery of on-board heritage experiences and tours 

 Preparing and maintaining passenger facilities 

 Support passenger comfort and safety 

 Face-to-face customer service and engagement  

 Visitor information and assistance 

 
The On-Board Services Volunteer performs their and duties as part of the On-board Services Team, and 
will report to the nominated Team Leader, Train Guard and/or Train Manager. 

On-Board Services Volunteers work closely and collaboratively with other members of the On-board 
Services team, the Train Guard and Train Manager, have regular contact with THNSW Safeworking crew 
members, other THNSW Rail Safety & Operations Team Members, and other THNSW team members 
supporting operations and events.  In the course of their duties, On-Board Service Volunteers may have 
contact and interaction with representatives from other organisations associated with the operation or 
locations of THNSW trips and excursions. 
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Selection Criteria 

1. Customer Service - display a natural, welcoming and friendly customer focussed attitude coupled 
with a commitment to quality customer service, and a strong ‘can do’ attitude 

2. Interpersonal Skills – demonstrated ability to work collaboratively in a diverse team, display well 
developed interpersonal and communications skills with the ability to interact effectively with a 
variety of people, face-to-face, over the telephone and via email. 

3. Safety – display sound awareness of risks and hazards associated with on-board heritage 
experiences and tours, proven ability to respond to safety concerns and incidents in line with 
established procedures. 

4. Flexibility – demonstrated ability to think clearly, act responsibly under all conditions and respond 
quickly to changing situations. 

5. Problem Solving - demonstrated flexible and practical approach to problem solving, knowing 
when to call upon others for help. 

6. Confidentiality - proven to appropriately handle private, sensitive and confidential information, 
and demonstrated understanding of current Australian Privacy Act and other relevant Laws. 

7. Industry knowledge - awareness of the requirements of working in the heritage, cultural tourism, 
regional attraction management sectors, or not-for-profit organisations. 

8. Pre-Screening - As a THNSW Team member you must have the ability to successfully complete 
the requirements of a National Police Check, Working with Children Clearance, or other required 
pre-screening relevant to role and THNSW’s operating context with volunteers, youth, children 
and the public. 

Additional Criteria 

1. Specialist Skills – demonstrated ability to fulfil the requirements of any specialist skills required 
for specialist On-Board Services Volunteer roles. 
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Organisational Environment  

Transport Heritage NSW Ltd (THNSW) is a not-for-profit Company limited by guarantee. THNSW is a 
member-based organisation incorporating the activities of the former NSW Rail Transport Museum 
(NSWRTM), Trainworks Ltd and the Office of Rail Heritage. The establishment of THNSW in 2013 builds 
on the proud 50 year history of the NSWRTM and fosters the enormous contribution made by members 
and volunteers to the collection, preservation and presentation of NSW rail transport heritage.  

The overarching goal of THNSW is to harness the collective experience and expertise of its people to 
enhance the public’s access to, and enjoyment of, NSW’s rail and transport heritage assets.  THNSW’s 
core activities include: 

 Transport heritage-focused events, functions and tours 

 Passenger (heritage) rail services and operations (accredited Rolling Stock Operator (RSO)) 

 Rail infrastructure management (accredited Rail Infrastructure Manager (RIM)) 

 Operation of Museum and transport heritage sites 

 Heritage portfolio management, including custody of NSW Government owned transport heritage 
infrastructure and moveable assets 

 Working with other Transport Heritage Organisations, key stakeholders and engaging the 
community for the betterment of transport heritage in NSW 

THNSW requires adaptable, resourceful and flexible team members with a desire to be part of this 
growing, dynamic and customer-focused organisation.  THNSW has a core team of approximately 25 
staff, 400 active volunteers and more than 2,500 members. This blended paid and volunteer workforce 
working collaboratively and focused on delivering THNSW’s operations and activities will be key to 
THNSW’s success.  

THNSW partners with Transport for NSW (TfNSW) and is part funded by TfNSW in recognition of the 
community value of the transport heritage portfolio for the people of NSW. THNSW works closely with 
TfNSW to make sure funds are properly accounted for and appropriately spent and that THNSW provides 
value for money. THNSW also has the ability to pursue its own opportunities to generate further revenues 
to fund priorities and heritage activities. 

Key Accountabilities 

1. Safety – lead, promote and adhere to THNSW’s approach to safety and environment and ensure 
activities comply with the requirements, responsibilities, authorities and accountabilities within the 
Safety Management System (SMS). 

2. Ethics and Probity – understand ethical behaviour and business practices, ensure that own 
behaviour and the behaviour of others is consistent with these standards and aligns with 
THNSW’s core values of integrity, trust, service and accountability, and the THNSW Code of 
Conduct. 

3. Teamwork – work cooperatively and collaboratively with others, respecting diversity and 
differences,  to set goals, resolve problems and build THNSW’s capabilities and effectiveness; be 
able to work both autonomously or in any team role; positively model leadership and teamwork; 

4. Relationship Building – establish and maintain strong positive working relationships with others, 
both internally and externally, to achieve the goals of THNSW.  Facilitate the building of strong 
positive working relationships between others. 

5. Customer Service – anticipate, understand and respond to the needs of internal and external 
customers to meet or exceed their expectations within the organisation’s parameters; work closely 
with other Business Areas to understand support activities required to successfully deliver 
THNSW’s operational program and events.  

6. Learning & Development – actively engage in learning and self-development; support the 
development of skills, capabilities and competencies of other volunteers and staff to assist with 
THNSW operations and build the organisations capabilities. 

7. Creativity, Innovation & Improvement – actively look for ways to identify and develop new and 
unique ways to improve THNSW’s processes, systems, operations and customer service delivery 
practices, and contribute to THNSW’s efficiency and effectiveness as a professional organisation. 


