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Unit 10: Principles of sales activity and customer support in a contact centre
CANDIDATE EVIDENCE SHEET

	CENTRE NUMBER:

	CANDIDATE NAME & SIGNATURE

	ASSESSMENT REQUIREMENT
	1.  Understand the use of contact centre sales data 

	My chosen contact centre is:

	A.  Explain how to collate sales data relating to current market and customer trends


	 Collate TWO sets of sales data relevant to current market and customer trends  (AC2.1, 2.2, 2.3, 2.4) 

	Sales data 1 is:

Its format is:

	Sales data 2 is:

Its format is:


	TWO ways to manipulate the data to identify current market and customer trends is:

1.

2.

TWO analytical techniques to use to compare the trends from the sales data against TWO benchmarks

Technique 1

Technique 2

The result of the analysis is:

TWO ways the results will be used to inform sales plans

 1.

2.



	ASSESSMENT REQUIREMENT
	2.  Understand how to lead a sales team in a contact centre

	A  Explain how to identify sales activities to achieve a sales plan.

	A sales plan is for the chosen contact centre is:



	TWO sales activities needed to help achieve the sales plan (AC1.1)

	Sales activity 1 is:

How was the activity identified?
	Sales activity 2 is:

How was the activity identified?



	B  Explain how to set targets and monitor team performance to achieve sales 

	Set stretching targets for individuals and the team to help achieve a sales plan  (AC3.2, 3.3, 3.4, 3.5, 3.6)



	TWO considerations when setting stretching targets
1.

2.



	ONE target for an individual to help achieve the sales plan is:

ONE method of monitoring performance toward the target is:


	ONE target for the team to help achieve the sales plan is:

ONE method of monitoring performance toward the target is:



	ONE way of identifying an opportunity to improve sales performance 

ONE example of advice and support to help achieve improved performance

	ONE way of identifying an opportunity to improve sales performance
ONE example of advice and support to help achieve improved performance

	TWO reasons that setting a good example is important when leading a sales team.
Reason 1.

Reason 2.



	ASSESSMENT REQUIREMENT
	3.  Understand the process of selling in a contact centre


	A.  Complete TWO different sales activities. 
(The sales activities may be from simulation or real work. Circle the appropriate number for this example.  Photocopy additional sheets as needed)


	Sales activity 1 or 2 is:   

	ONE piece of information needed to prepare for the activity (AC1.1)
ONE purpose of explaining features and benefits of products and / or services to the customer (AC1.2)

The impact of ONE piece of legislation (AC1.3)
TWO options offered to link wishes and needs to products and / or services (AC1.4)

ONE technique used to mirror customer behaviour (AC1.5)

ONE technique for overcoming objections and questions (AC1.6)

ONE technique for closing a sale (AC1.7)

ONE technique for up-selling / cross-selling (AC1.8)

THREE steps in TWO procedures (AC1.9)

	1. Authorising payments

Step 1

Step 2

Step 3


	2. Recording customer orders

Step 1

Step 2

Step 3




OR
	A.  Witness statement of the candidate completing sales activities (AC1.1, 1.2, 1.3, 1.4,1.5,1.6, 1.7, 1.8, 1.9)  (The sales activity may be from simulation or real work. Photocopy additional sheets as needed)
Name of assessor/tutor/workplace supervisor:
                             Signature:
Name of candidate:                                                                          Signature:



	Date:  
	Location

	The sales activity 1 or 2 is:



	Did the candidate:  

· use ONE piece of information to prepare for the activity
· explain features and benefits to clarify customer needs / match expectations
· comply with legislation relating to selling
· offer TWO options to link wishes and needs to products and / or services
· use ONE technique for each of the following 
· to adapt own sales style to mirror customer behaviour
· to overcome objections and questions
· for closing the sale

· for up-selling / cross-selling

· follow THREE steps in procedures when

· authorising payment

· recording the customer order
	Yes/No
Yes/No

Yes/No

	Did the candidate, at all times, deal with the caller in a helpful, respectful and professional manner
	Yes/No 

	If you have indicated NO to any of the above please comment. 




	ASSESSMENT REQUIREMENT
	4.  Understand complaints and non-compliance issues in a contact centre


	A.  Explain non-compliance with legal, regulatory and service offers requirements 


	TWO legal and regulatory requirements on sales activities (AC4.2, 4.3)  

	Legalisation / regulatory is:  
ONE example of non-compliance  
ONE implication of non-compliance

	Legalisation / regulatory is:  

ONE example of non-compliance  

ONE implication of non-compliance


	TWO breaches of service offers (AC4.4, 4.5)  

	Service offer 1.  

ONE example of non-compliance with the service offer

ONE impact of non-compliance with the service offer

ONE impact of not honouring the breach of service offer


	Service offer 2.  

ONE example of non-compliance with the service offer

ONE impact of non-compliance with the service offer

ONE impact of not honouring the breach of service offer




	Describe SIX stages in dealing with customer complaints (AC4.1)



	Stage 1

Stage 2
Stage 3

	Stage 4
Stage 5
Stage 6



I confirm that the evidence provided is a result of my own work.

Signature of candidate:   
 __________________________________

Name: (block capitals)

___________________________________

Date:




__________________________________

I confirm that the candidate has met all of the assessment requirements for this unit.

Signature of Assessor:

___________________________________

Name: (block capitals)

___________________________________

Date:




___________________________________
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