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Unit 7: Principles of communication and customer service in a contact centre
CANDIDATE EVIDENCE SHEET

	CENTRE NUMBER:

	CANDIDATE NAME & SIGNATURE

	ASSESSMENT REQUIREMENT
	1.  Know the rules of communication and customer service in a contact centre


	Name of chosen contact centre:



	A.  Describe the procedures for communication and customer service in your chosen contact centre (AC1.1)



	Outline FOUR steps in the procedure for greeting and identifying customers. 
1
2
3
4


	ONE reason it is important to customer service to follow this procedure is:


	Outline FOUR steps in the procedure for closing and recording the customer contact. 
1
2
3
4


	ONE reason it is important to customer service to follow this procedure is:

	B.  Describe regulatory requirements and the importance when dealing with customers. (AC1.2)



	Data Protection Act:  

TWO ways it affects dealings with customers:

1.

2.



	ONE regulatory requirement specific to the chosen contact centre is:

TWO ways it affects dealings with customers:

1.

2.



	C.  Describe the service offer and how it is communicated to customers (AC1.3, 1.4)



	The service offer of the chosen contact centre is: 



	TWO ways the service offer is communicated to customers:

1.

2.




	ASSESSMENT REQUIREMENT
	2.  Understand how to deliver customer service through a contact centre


	A.  Explain the features and benefits of products and/or services offered or supported by a contact centre (AC2.1)



	Product/service 1  is:

	ONE feature is:


	ONE benefit is:



	Product/service 2 is:

	ONE feature is:


	ONE benefit is:



	B.  Explain how to meet customers needs in different situations and build a rapport (AC 2.2, 2.3, 2.4, 2.5)  (The situations may be from simulation or real work)

	Situation 1 – a new customer 
The information provided by the customer: 



	It is important to identify and confirm the customer’s needs because:


	THREE examples of questions I used to match products/services to the information provided

	ONE open question:

	I needed this question because:

	ONE probing question:


	I needed this question because:

	ONE closed question: 


	I needed this question because:

	TWO active listening skills I used.

1.  

2.



	ONE barrier I overcame is:

	TWO examples of verbal techniques I used to establish a rapport:
1.

2.



	TWO examples of non-verbal techniques I used to establish a rapport:

1.

2.



	Situation 2 – a customer with a problem on a product OR service delivery 

The information provided by the customer: 



	It is important to identify and confirm the customer’s needs because:


	THREE examples of questions I used to match products / services to the information provided

	ONE open question:


	I needed this question because:

	ONE probing question:


	I needed this question because:

	ONE closed question: 


	I needed this question because:

	TWO active listening skills I used:
1.  
2.



	ONE barrier I overcame is:

	TWO examples of verbal techniques I used to establish a rapport:

1.

2.



	TWO examples of non-verbal techniques I used to establish a rapport:

1.

2.



	ONE constraint or limitation I dealt with was:
I informed the customer of this by:

It was important I kept the customer informed because: 




OR
	B.   Witness statement of the candidate meeting customer needs in different situations and of building a rapport (AC 2.2, 2.3, 2.4, 2.5) (The situations may be from simulation or real work.  Photocopy this sheet for each situation)  
Name of assessor/tutor/workplace supervisor:
                             Signature:
Name of candidate:                                                                          Signature: 

	Date:  
	Time:              am/pm               
	Situation 1 or 2 (circle as appropriate) 

	A brief description of the information provided by the customer. 


	Did the candidate:  

· ask a minimum of THREE questions appropriate to the situation 
      ONE each of

· open

· probing

· closed

· use TWO active listening skills

· overcome ONE barrier (such as language, noise, ethnicity, culture, individual needs)
· establish rapport by using
· TWO verbal techniques

· TWO non-verbal techniques

In addition for Situation 2 did the candidate:

· Maintain communication with the customer over ONE constraint or limitation
	Yes/No
Yes/No

Yes/No 

Yes/No

Yes/No

	Did the candidate, at all times, deal with the caller in a helpful, respectful and professional manner
	Yes/No 

	If you have indicated NO to any of the above please comment. 




	ASSESSMENT REQUIREMENT
	3.  Know how to communication with internal or external customers in written or electronic form (AC3.1, 3.2, 3.3, 3.4)


	A.  Describe a situation when a customer could benefit from written or electronic communication  (AC2.1)



	The customer is:                internal             external  (circle as appropriate)
The customer service situation is:
The communication is:       written  (specify)  _____________________________             

                                OR     electronic  (specify)  ___________________________         
ONE benefit of communicating in this form is:



	B.  Describe the importance of following guidelines when communicating in writing or electronically (AC2.2, 2.3, 2.4) 

	TWO examples of guidelines to follow 

	1.   

It is important to follow because:


	2.

It is important to follow because:



	Examples of the affect on customers of the language used in communications

	ONE example of a positive effect is:


	ONE example of a negative effect is:



	It is important of proof-read before sending written or electronic communications because:




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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