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Unit 2: Principles of personal and organisational effectiveness in a contact centre

CANDIDATE EVIDENCE CHECKLIST

	CENTRE NUMBER:


	CANDIDATE NAME:

	ASSESSMENT REQUIREMENT
	1. Understand how to use feedback on performance in a contact centre  
	Portfolio reference
	Date completed

	General information
	Contact centre

The job role selected
	
	

	A   Explain how to gather and analyse feedback on performance 
	THREE sources of feedback which must include

· call monitoring

·  system reports and statistics 

· one other such as 360 degree feedback, customer feedback, etc  (AC1.1)
For each source of feedback an explanation of 
· why the source is important in the development process (AC1.1)
· a method of analysing with THREE different methods in total and an explanation of why each method is appropriate (AC1.2)

TWO examples of how performance review leads to improvement (AC1.3)

	
	

	ASSESSMENT REQUIREMENT
	2. Understand how to improve personal and organisational performance in a contact centre  
	Portfolio reference
	Date completed

	A  Review individual performance to improve personal performance and organisational effectiveness
	FOUR key areas of an individual role including for each area: ONE technique for assessing strengths and areas for development with at least TWO different techniques.  At least TWO areas for development must be identified (AC2.2)
TWO different areas for development and for each: ONE reason the development is needed (AC2.3)

TWO resources for each development area with a total of FOUR different resources.  (AC2.3)

For each of the resources
· ONE way it will contribute to improving individual performance  
· ONE way it will contribute to improving organisational effectiveness  (AC2.5)
ONE formal learning opportunity with ONE advantage and ONE disadvantage (AC2.4)
ONE informal learning opportunity with ONE advantage and ONE disadvantage (AC2.4)
ONE example of the importance of reviewing performance against personal objectives (AC2.7)

ONE example of reviewing performance against organisation effectiveness (AC2.7)

TWO different techniques for measuring performance and for each an explanation of its appropriateness (AC2.8)


	
	

	B  The importance of effective personal development 
	FOUR requirements of a personal development plan and for each an explanation of its importance  (AC2.6)
	
	

	
	TWO different reasons for taking ownership of your own development (AC2.1)
	
	


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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