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Unit11: Principles of performance management in a contact centre
CANDIDATE EVIDENCE CHECKLIST

	CENTRE NUMBER:


	CANDIDATE NAME:

	ASSESSMENT REQUIREMENT
	1.  Understand how to improve the performance of individuals and teams in a contact centre 
	Portfolio reference
	Date completed

	A  Explain how to manage performance and workflows to meet individual and team objectives

	ONE example for an individual and ONE example for a team each to include:

· the objective to be met (AC1.1)

· ONE way to manage performance with an explanation of why it is appropriate (AC1.1)

· ONE practical way to manage workflows (AC1.4) 
	
	

	B  Explain how to improve individual and team performance
	ONE example for an individual and ONE example for a team each to include:

· TWO different methods of monitoring (AC1.2)

· ONE improvement identified as a result of the monitoring (AC1.3)

· ONE way of giving feedback (AC1.3)
· ONE example of support given to make the improvement  (AC1.5) 
	
	

	ASSESSMENT REQUIREMENT
	2.  Understand performance management in a contact centre 
	Portfolio reference
	Date completed

	A  Explain the purpose and importance of performance management

	TWO reasons for performance management in a contact centre (AC2.1)

THREE examples of why it is important which must include to individuals, teams and the business (AC2.1)
	
	

	B  Explain the legislation, regulation, procedures and guidelines affecting performance in a contact centre
	FOUR pieces of legislation and regulation (AC2.2) which must relate to:

· confidentiality and data protection

· health and safety

· employment

· one other for a chosen contact centre

For each TWO ways it impacts on performance (AC2.2)
TWO organisation procedures and guidelines with an explanation for each of why it is needed (AC2.3)  

TWO examples of identifying deviation from performance.  ONE for an individual and ONE for a team (AC2.4) 
	
	


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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