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CANDIDATE EVIDENCE SHEET

	CENTRE NUMBER:

	CANDIDATE NAME & SIGNATURE

	ASSESSMENT REQUIREMENT
	1.  Understand incident management through a contact centre 

	A  Describe procedures and guidelines for incident management in a contact centre (AC1.1)

	TWO examples of procedures and guidelines for handling and monitoring incidents.  

	Procedure/guideline 1 is: 

FOUR steps in the procedure/guideline are 

1

2

3

4


	Procedure/guideline 2 is: 

FOUR steps in the procedure/guideline are 

1

2

3

4




	SIX steps in a procedure/guideline for management of complaints (AC1.1)  

	1

2

3

4

5
6


	B  Explain the strengths and weaknesses of methods for assessing and monitoring incidents 

	FOUR different methods of assessing the validity and priority of potential incidents (AC1.2)

	Method 1 is:
ONE strength is: 
ONE weakness is:
	Method 2 is:
ONE strength is: 
ONE weakness is:


	Method 3 is:
ONE strength is: 
ONE weakness is:
 
	Method 4 is:

ONE strength is: 
ONE weakness is:


	Identify TWO different team members deployed to an incident and explain their individual roles and responsibilities in incident response (AC1.4,1.5)

	The incident is:
(The incident may be simulated or real work)

	Team member 1 is:

THREE roles and responsibilities:

1.  

2.

3. 
How is their availability for the incident confirmed?
ONE reason it is important to confirm availability of resources is:


	Team member 2 is:

THREE roles and responsibilities:

1.

2.

3.
How is their availability for the incident confirmed?

ONE reason it is important to confirm availability of resources is:



	TWO examples of other resources required for the incident (AC1.4)
Example 1
Example 2


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

	Monitoring through communication equipment.
The equipment is:
ONE strength is: 
ONE weakness is:
 
	Monitoring through remote media
The medium is:
ONE strength is: 
ONE weakness is:


	C.  The use of decision trees in incident management 

	ONE example of a decision tree used for incident management.  Please attach to the sheet (AC1.6)

	TWO reasons the attached decision tree helped with the incident management
Reason 1.  
Reason 2.



	D  Explain the importance of unambiguous communication in incident management 

	FOUR reasons why unambiguous communication is important in incident management (AC1.7)


	Reason 1
	Reason 2



	Reason 3
	Reason 4



	ASSESSMENT REQUIREMENT

	2.  Understand the use of incident management data

	A  Explain analysis of incident management data to improve team performance (AC2.1)

	FOUR examples of data analysed using TWO different analytical techniques to identify actions to improve team performance



	Example 1 

TWO data sources analysed 

1.
2.

Analytical technique used:

ONE action identified to improve team performance 


	Example 2

TWO data sources analysed 

1.
2.

Analytical technique used:

ONE action identified to improve team performance 



	FOUR different reasons it is important to review incident management data (AC2.2)

1.

2.

3.

4.
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