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CANDIDATE EVIDENCE SHEET

	CENTRE NUMBER:

	CANDIDATE NAME & SIGNATURE

	ASSESSMENT REQUIREMENT
	1.  Understand how to use feedback on performance in a contact centre


	My chosen contact centre is:

The chosen job role is:


	A  How to gather and analyse feedback on performance as part of the personal development process 
 

	Identify THREE different sources of feedback.  Explain its importance in the personal development process and THREE different methods of analysing the feedback (AC 1.1)

	Source1.

This is important because:

Method of analysis: 

This is the most appropriate method because:


	Source 2.

This is important because:

Method of analysis: 

This is the most appropriate method because:


	Source 3.

This is important because:

Method of analysis: 

This is the most appropriate method because:



	 The role of performance review process in improving personal effectiveness and performance (AC1.3)

 

	TWO examples of how performance review leads to improvement


	1.
	2.



	ASSESSMENT 
REQUIREMENT

	2.  Understand how to improve personal and organisational performance in a contact centre

	A   Review individual performance to improve personal performance and organisational effectiveness


	Describe FOUR key areas of an individual role and explain the techniques available for assessing strengths and areas for development (AC2.2)



	Key area 


	Explanation of the technique used to assess the key area


	Is it a strength or area for development?

	1.


	
	

	2.


	
	

	3.


	
	

	4.


	
	

	Following the above assessment identify areas of, and reasons for, individual development.  (AC2.3)


	Area 1 is:
ONE reason for the personal development is:


	Area 2 is:
ONE reason for the personal development is:



	Explain the advantages and disadvantages of using different development resources and learning opportunities to support personal development organisational effectiveness  (AC2.3, 2.4, 2.5)



	Development resource 1 is:

The development resource will contribute to improving individual performance because:
The development resource will contribute to improving organisational effectiveness because:


	Development resource 1 is:

The development resource will contribute to improving individual performance because:

The development resource will contribute to improving organisational effectiveness because:



	ONE formal learning opportunity is:  

ONE advantage of this is:

ONE disadvantage of this is:


	ONE informal learning opportunity is:

ONE advantage of this is:

ONE disadvantage of this is:




	The importance of reviewing performance against personal and organisational objectives, including techniques for measuring improvements (AC2.7, 2.8)

	ONE example of the importance of reviewing performance against personal objectives is:

ONE example of the importance of reviewing performance against organisational objectives is:



	TWO techniques for measuring improvements in performance 

Technique 1 is  ___________________ and is appropriate because:

Technique 2 is  ___________________ and is appropriate because:



	B   The importance of effective personal development plans 

	Explain FOUR requirements of a personal development plan (AC2.6)

	Requirement 1 is:

This is important because:


	Requirement 2 is:

This is important because:



	Requirement 3 is:

This is important because:


	Requirement 4 is:

This is important because:



	The importance of taking ownership for own development (AC2.1)

	TWO reasons for taking ownership of your own development are:

1.

2.
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