Unit 5 Principles of using systems and technology in a contact centre

Unit 5: Principles of using systems                     and technology in a contact                     centre

CANDIDATE EVIDENCE SHEET

	CENTRE NUMBER:

	CANDIDATE NAME & SIGNATURE

	ASSESSMENT REQUIREMENT
	1.  Know how to use the features of systems and technology in a contact centre 

	Name of chosen organisation:
Automatic Call Distribution system is:

	A.  Describe the purpose of a contact distribution system and technology (AC1.1)

	Describe THREE main purposes of a contact distribution system 



	1.

2.

3.



	Identify FOUR functions of systems and technology.  Describe how each function benefits customers and a contact centre.  (AC 1.4, 2.4)


	Function 1 is:
The benefit is to customers is:

The benefit is to a contact centre is:


	Function 2 is:
The benefit is to customers is:

The benefit is to a contact centre is:



	Function 3 is:

The benefit is to customers is:

The benefit is to a contact centre is:


	Function 4 is:

The benefit is to customers is:

The benefit is to a contact centre is:




	ASSESSMENT REQUIREMENT
	2.  Understand how to use systems and technology to handle customer contacts  (1.2, 1.3, 2.1, 2.2, 2.3)


	A.  Examples from a contact centre job role of handling customer contact:   1      2      3    
(The examples may be from simulation or real work.   Photocopy this sheet for each of the three examples.  You may attach additional pages if required)  

	Date:  
	Time:              am/pm               
	Inbound / Outbound  (circle as appropriate) 

	The system and technology used is:



	The purpose of the contact is:



	THREE questions asked to validate the caller’s identity:

	Question 1.


	Question 2.                              Question 3



	The contact centre information accessed to confirm the caller’s identity is:



	TWO reasons it is important to confirm a caller’s identity at the start of a call:

1.

2.



	THREE examples of adjusting individual settings as part of communication with the caller.



	Example 1: 
Example 2:
Example 3:

	This is important because:
This is important because:
This is important because:

	TWO features of the system used to produce customer information and contact handling reports:

Feature 1:

Feature 2:



	TWO reasons it is important to check reports before distribution is:

	1.


	2.



	TWO examples of customer and contact information needed to produce work plans is: 

	1.

	2.


OR
	A. Witness statement of how you used systems and technology to handle customer contacts.  

(A maximum of TWO examples either simulated or real work may be witnessed.   Photocopy this sheet for each example)  
Name of assessor/tutor/workplace supervisor:
                             Signature:
Name of candidate:                                                                          Signature: 

	Date:  
	Time:              am/pm               
	Inbound/Outbound  (circle as appropriate) 

	The system and technology used is:



	The purpose of the contact is: (circle as appropriate)
new caller        return caller             follow up /call back           campaign/promotion   
other (please specify):  __________________________________________________________

                                     

	Did the candidate:  

· follow procedures for confirming caller identity and accessing appropriate information  

· ask a minimum of THREE questions to confirm caller identity
· adjust a minimum of THREE individual settings to facilitate communication with the caller
· use a minimum of TWO features of the system to update contact information and produce reports in line with organisational procedures
· proof read the contact report and information before distributing
	Yes/No
Yes/No

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:



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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