Course Summary 
 
	Course Description 
	 
Vehicle Safety Checks – Emergency Procedures – Customer Service – EU Traffic Signs
 


 
Trainer Name and/or 	Michael Leslie-Johnson 
Qualifications 
	Timing 
	Objectives/Learning Outcomes 
	Trainer Activities 
	Trainee Activities 
	Resources 
	Location 
	Syllabus Reference 

	 
	 
	Check all identification, signatures, and physical likeness of the attendees. 
Follow the Centre procedure for checking trainee’s identification. 
	Provide Identification 
Sign attendance sheet 
	Registration document 
Pens 
	Classroom 
	 

	 
30
	Welcome and introduction. 
Health & safety briefing including fire evacuation procedures.  
Housekeeping, toilet facilities, breaks, running times of the course.  
Fair Processing Notice.   
Aims and Objectives of the Course. 
Establishing pre-existing knowledge of trainees 
	Ice breaking and provide overview of the course with its aims and Objectives. 
Describe and explain Fair Processing Notice.  
Define the Ground Rules for the day. 
Explain emphasis on participation and practical application. 
Describe the topics to be covered. Explain and carry out a pre-course prior knowledge review. 
Ask for any questions and explain about question-and-answer sessions 
	Listen to the overview of course. 
Listen to aims and objectives. 
Observe the FPN, photograph if required.  
Discuss and agree the ground rules. 
Answer and participate in the assessment/prior knowledge review. 
Ask any questions – note taking as per individual choice (for all video and PPT presentations) 
 
	PowerPoint to including the 
Fair 
Processing 
Notice 
	Classroom 
	 

	60
	Relevant updates as provided by DVSA, Traffic 
Commissioners and Highways 
England 
	Providing up to date information on changes to rules and regulations. Showing content appropriate videos as provided by DVSA, Highways England Vulnerable Road Users and FORS safety video 
	Watching content appropriate videos (Highways England and/or DVSA) – note taking as per individual choice (for all video and PPTX presentations) and round table discussion on changes and its impact on rules and regulations generally.
	PowerPoint with embedded content appropriate videos (FORS)
	Classroom 
	 3.6



	30
	Course specific Introduction
	Introduction to mastering a comprehensive daily vehicle safety inspection technique.
Discussion on how to develop proficiency in emergency situation management.
How to mitigate the potential for unintended people smuggling.
Discussion on how to excel in professional customer service delivery.
How to understand the driver’s legal requirements and compliance.
Discussion on how to implement best practices for vehicle and passenger safety.
Discussion on traffic signs across the EU
	PowerPoint presentation, round table discussion on content.  Ask questions and take notes where appropriate. 
 
	Extensive general discussion, with Q&A

PowerPoint presentation
	Classroom 
	 3.6

	45
	Daily Safety and security checks
	Discuss the safety implications surrounding the reasoning behind good:
Tyre Inspection (Load weight and condition)
Lighting systems 
Mirrors & glass (Legal requirements)
Brake & Reverse lights 
Importance of Fluid level checks 
Braking system (Understanding types)
Tachograph operation
Safety belts
International specifics (Documentation)
First Aid requirements
Environmental conditions
The conducting of regular vehicle inspections before departure
Discuss Secure Parking Procedures:
Using well-lit, authorised stopping and rest areas
Regular vehicle inspections during shift
Never leaving a vehicle unattended
	Listen to presentation– note taking as per individual choice (for all video and PPT presentations) with round table discussion.  
Ask questions and take notes as appropriate 


	PowerPoint presentation
Content appropriate videos 
	Classroom 
	2.1
2.3
3.6

	45
 
 
 
	Walk-Around Checks
	Discuss the importance of carrying out checks, when they should be done and correct default reporting. 
Discuss what areas should be checked thoroughly and why. 
To include:
Documentation check (Driver & vehicle) 
Vehicle body and security i.e. Body damage assessment
Door operation and seals
Load and passenger restraint systems
Weight distribution
Axle weight limits

	Watch content appropriate PowerPoint with appropriate video content, relating to areas under discussion (DVSA or Police Authority)
Followed by question and answer and general round table discussion with Q&A
	PowerPoint Presentation with content appropriate videos
	Classroom 
	2.1 
2.2
3.6

	
	
	Lunch
	Break
	
	
	

	60
	Customer Service Excellence
	Discuss Verbal and non-verbal communication 
Special needs communication Customer care standards 
Professional Presentation 
Journey management 
Complaint handling
International incidents
Discuss uniform standards
- Personal hygiene
- Time management
- Vehicle cleanliness
Route planning
- Traffic awareness
- Break scheduling
- Passenger comfort
- Environmental conditions
- Vehicle climate control
Special Needs Communication
- Disability awareness
- Hearing impairment
- Visual impairment
- Mobility assistance
- Language barriers
- Elderly passengers
	Listen to presentation and participate in a question-and answer session. 

Discuss the pros and cons of various approaches to customer service and driver presentation.

How to defuse potentially difficult situations.

How to deal with international incidents
	PowerPoint and content appropriate videos on driver presentation and customer services 

	Classroom
	1.3
1.3a
1.5
1.6
3.6
3.8

	75
	Accident Procedures 
	Discuss the Immediate Actions to take following an incident, UK and EU
- Scene safety assessment
- Casualty evaluation (ABC check)
- Emergency services contact
- Fire risk assessment
- Vehicle position marking
- Evidence preservation
Information Gathering
- Witness details collection
- Photographic evidence
- Vehicle damage documentation
- Road and weather conditions
Emergency Response
- Fire extinguisher types and uses
- Vehicle evacuation procedure
- Emergency exit operation
- Passenger marshalling
- Assembly point designation
- Emergency service liaison
Discuss driver safety,
Scene safety assessment
- Casualty evaluation (ABC check)
- Emergency services contact
- Fire risk assessment
- Vehicle position marking
- Evidence preservation
Fire extinguisher types and uses
- Vehicle evacuation procedure
- Emergency exit operation
- Passenger marshalling
- Assembly point designation
- Emergency service liaison
	Listen to presentation and discuss what actions should be taken and why, to include Q&A session
 
Discuss potential scenarios and the steps to be taken in respect of danger mitigation



	PowerPoint and content appropriate video (various local news outlets)
	Classroom 
	3.1
3.5

	30
	 Follow up actions 
	Round table discussion into Investigation process
Customer contact
Preventive measures
Documentation
Team learning
Service improvement
	Listen to presentation, take notes, and discuss. 
	PowerPoint 
	Classroom 
	3.1
3.5
3.6

	30
	International Traffic Signs
	Discuss traffic signs across the continent immediately beyond the UK
	Watch short videos of EU traffic signs and discuss (Jecasa)
	Q&A on traffic signage
	Classroom
	1.3

	15
	Unit closure (include closure and review) 
 
	Question and answer session with attendees, in respect of the course content and delivery. 
	Course closure with review and verbal feedback. 
Discuss prior knowledge against aims and objectives. 
	N/A 
	Classroom 
	 


 
Total time: 420 mins 	 	 	 	 	 
 
 
