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Unit 13: Principles of handling incidents through a contact centre
CANDIDATE EVIDENCE CHECKLIST

	CENTRE NUMBER:


	CANDIDATE NAME:

	ASSESSMENT REQUIREMENT
	1.  Know the standards and procedures for dealing with incidents in a contact centre
	Portfolio reference
	Date completed

	
General information
A  Describe the standards

    and procedures for

    handling incidents in

    your chosen contact

    centre

	The name of the chosen contact centre
	
	

	
	A list of the type of incidents the contact centre agents handle
	
	

	
	FOUR examples of standards and procedures for handling incidents and for each FOUR steps in the standard / procedure.  (AC1.1)
	
	

	B
Describe THREE techniques for controlling conversations 

	Identification of THREE techniques which must include questioning skills, active listening and voice control.  For each technique an explanation of how it helps control conversations. (AC1.2)
	
	

	C  The use of decision trees in incident management

	ONE example of a decision tree to be attached.
Explanation of TWO reasons the decision tree could help with incident management.  (AC3.2) 
	
	

	ASSESSMENT REQUIREMENT
	2.  Understand regulation and legislation relating to incident management
	Portfolio reference
	Date completed

	A   Describe the impact of regulation and legislation relating to incident management
.   
	Identification of FOUR pieces of regulation and legislation which must include ONE for data protection and confidentiality; ONE for health and safety; ONE for employment and ONE specific to the sector.  For each a description of TWO impacts on incident management. (AC3.1)
	
	

	ASSESSMENT REQUIREMENT
	3.  Understand how to use communication systems to deal with incidents and deploy resources
	Portfolio reference
	Date completed

	A  Deal with different incidents and deploy appropriate resources
OR provide witness statements to confirm dealing with incidents and deploying resources
	Identification of TWO incidents. For each incident the following:

· identification of the priority given and a description of the reason for it (AC1.3)

· a description of ONE limitation of instruction and advice to the caller (AC3.4)

· TWO types of resources and a description of why they were appropriate to the incident (AC3.5)

· TWO examples of information needed by people dealing with the incident and for each an explanation of why the information was needed (AC1.4)
· ONE example of a communication system with an explanation of why it was appropriate and the conventions followed when using the system (AC2.1, 2.2)
For ONE of the incidents only.

· ONE example of escalating the incident with an explanation of why it was escalated and to who  AC1.5, 3.3)
	
	


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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