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Unit 14: Principles of incident management through a contact centre
CANDIDATE EVIDENCE CHECKLIST
	CENTRE NUMBER:
	CANDIDATE NAME:

	ASSESSMENT REQUIREMENT
	1.  Understand incident management through a contact centre 
	Portfolio reference
	Date completed

	A  Describe procedures and guidelines for incident management
	TWO procedures and guidelines with FOUR steps in each (AC1.1)
SIX steps in ONE procedure/guideline for management of complaints (AC1.1) 
	
	

	B  Explain the strengths and weaknesses of different methods of assessing and monitoring incidents
	FOUR different methods of assessing the validity and priority of potential incidents.  For each method ONE strength and ONE weakness. (AC1.2)

TWO different team members and for each team member an explanation of THREE of their roles and responsibilities in incident response (AC1.4)

TWO different team members deployed to an incident with an explanation for each of how their availability was confirmed and ONE reason it is important to do so.  (AC1.5)

TWO different methods of monitoring the actions of those deployed to incidents.  (AC1.3)
	
	

	C  The use of decision trees in incident management 
	ONE decision tree used for incident management (AC1.6)

TWO reasons decision trees help with incident management (AC1.6) 
	
	

	D  Explain the importance of unambiguous communication in incident management
	FOUR reasons why unambiguous communication is important (AC1.7)
	
	

	ASSESSMENT REQUIREMENT
	2.  Understand the use of incident management data 
	Portfolio reference
	Date completed

	A  Explain analysis of incident management data to improve team performance


	FOUR data sources analysed using TWO different techniques including TWO actions identified to improve team performance (AC2.1)
FOUR different reasons it is important to review incident management data (AC2.2)


	
	


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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