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What to expect

Transport conductor interviews focus on your ability to stay calm with the public, follow safety

procedures, and work as part of a wider operations team. You will likely be asked about fare
compliance, customer service, and how you handle disruptions.

» Process: Questions that ask you to walk through a routine task, such as checking tickets on a busy
service or announcing stops.

» Behavioural: Questions that ask for a real example from your past, often about a difficult
passenger or a time you worked under pressure.

» Scenario: Hypothetical situations, such as a passenger refusing to pay or a medical emergency,
where they want to see your judgement.

» Safety and compliance: Questions about following rail safety rules, using equipment correctly, and
knowing when to escalate.

* Client-facing: Questions about assisting passengers with accessibility needs, language barriers, or
complaints.

The interview usually starts with a phone or video screen with a recruiter, then a panel interview with a
hiring manager and sometimes a station or operations supervisor. The panel may include behavioural
guestions, scenario questions, and a short walk-through of a typical shift. Some employers add a group
exercise or a situational judgement test. Background checks, a medical, and a police check follow a
successful interview.

1. Walk me through how you check tickets on a busy commuter service.

Why they ask

This tests your process knowledge and consistency. Employers want to know you can check fares fairly
and keep the service moving.

How to structure your answer
A walk-through answer. Start before boarding, then move through the carriage, then close out. Cover
preparation, polite approach, handling disputes, and recording.

Example answer

“Before the service departs, | check my validators are working and | have my two-way radio on the
right channel. Once the train is moving, | start at one end of the carriage and work through
methodically. | greet each passenger, ask to see their ticket or pass, and use the mobile app or
validator to confirm. If someone has an expired ticket, | stay calm, explain the fare rules, and issue a
penalty or warning as policy requires. | note any repeat issues and let the control room know if | need
support. At the end, | record the checks and hand over anything unresolved.”

2. Tell me about a time you dealt with an angry or aggressive passenger.
Why they ask

This behavioural question tests your de-escalation skills and safety awareness. They want to hear how
you keep yourself and others safe.

How to structure your answer
STAR. Situation, task, action, result. Be specific about what you said and did, and how it ended.

Example answer



“On a late night service, a passenger became angry because his train was delayed and he missed a
connection. He started raising his voice at me. | stayed at a safe distance, kept my tone calm, and
acknowledged his frustration. | explained what | could do, which was check the next connection and
give him a card for the customer service team. | kept my radio ready and alerted the driver quietly.
The passenger calmed down and left the carriage at the next stop without further incident. | wrote an
incident report after the shift.”

3. A passenger refuses to show a ticket and becomes confrontational. What
do you do?

Why they ask

This scenario question tests your judgement under pressure. They want to see that you prioritise safety
over winning an argument.

How to structure your answer
Assess, de-escalate, act, report. Prioritise safety, avoid physical confrontation, use radio if needed,
follow operator policy.

Example answer

“First | assess the situation. If the passenger is just refusing but not threatening, | stay calm and
explain the requirement to show a valid ticket. | give them a chance to comply. If they become
confrontational or | feel unsafe, | step back, avoid blocking their path, and use my two-way radio to
call for support from the driver or control room. | do not physically restrain anyone. | note the carriage
and passenger description and report the incident at the end of the trip.”

4. How do you keep yourself and passengers safe during a disruption, such
as a signal fault or a medical emergency?

Why they ask

This safety and compliance question tests your knowledge of procedures and your ability to stay calm.
Employers need conductors who follow the rules under pressure.

How to structure your answer
Step-by-step. Follow procedures, communicate, coordinate. Cover immediate safety, announcements,
assisting passengers, and control room contact.

Example answer

“For a signal fault, my first step is to follow the operator's disruption procedure. | make a clear
announcement over the public address system, giving the reason and expected delay if known. | walk
through the carriage to check on passengers, especially anyone who looks distressed or needs
assistance. | use the two-way radio to stay in contact with the driver and control room. If it is a medical
emergency, | call for medical help, stay with the passenger, and keep others back. | record everything
afterwards.”

5. How would you assist a passenger who has a disability or does not speak
English well?

Why they ask

This client-facing question tests your customer service and inclusiveness. They want to see patience
and practical problem solving.

How to structure your answer
Approach, communicate, act, follow up. Cover patience, plain language, accessibility, and station
coordination.

Example answer

“I would approach the passenger calmly and ask how | can help. If they have a disability, | ask what
they need rather than assuming. | speak clearly and use plain language, and if there is a language



barrier | use gestures, written notes, or a translation app if available. | help them find a seat,
announce their stop, and coordinate with station staff for boarding or alighting assistance. | stay with
them until they are settled or handed over to someone who can help.”

6. How do you coordinate with the driver and control room during an
incident?

Why they ask

This process question tests your teamwork and communication discipline. They want to know you can
relay information clearly and follow instructions.

How to structure your answer
Communication protocol. Clear, concise, radio discipline, escalate. Cover what you say, how you listen,
and what you do afterwards.

Example answer

“I use the two-way radio and follow the operator's radio protocol. | identify myself, give the carriage
and location, and describe the issue briefly. | listen for instructions from the driver or control room and
confirm | understand. If it is an emergency, | use the emergency channel or code word as trained. |
keep passengers informed without sharing unnecessary detail. After the incident, | provide a written
report.”



