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CANDIDATE EVIDENCE SHEET

	CENTRE NUMBER:

	CANDIDATE NAME:


	Name of chosen contact centre:

​​​​​​​

Job role in the contact centre:



	ASSESSMENT REQUIREMENT
	1. Know the employment rights and responsibilities of the employee and employer (LO 1)


	A Identify the main points of contracts of employment and their purpose (AC 1.1)

	Identify SIX main points that you would expect to find in a contract of employment. Summarise (in one or two sentences) what each point covers.

	Point 1:


	Purpose:



	Point 2:


	Purpose:



	Point 3:


	Purpose:



	Point 4:


	Purpose:



	Point 5:


	Purpose:



	Point 6:


	Purpose:



	B Outline the main points of legislation affecting employers and employees and their purpose, including anti-discrimination and entitlement legislation (AC 1.2)

	Identify FIVE examples of employment related legislation, TWO of which must be on anti-discrimination and entitlement legislation. For each one, briefly summarise (in two or three sentences) the area of employment covered. 

	Example of legislation 1 (anti-discrimination):


	Summary of purpose:

	Example of legislation 2 (entitlement):


	Summary of purpose:

	Example of legislation 3:


	Summary of purpose:

	Example of legislation 4:


	Summary of purpose:

	Example of legislation 5:


	Summary of purpose:

	C Identify where to find information on employment rights and responsibilities both internally and externally (AC 1.3)

	Name TWO external and TWO internal sources of information on employment rights and responsibilities. For each source of information, briefly describe how to go about finding the information and what the information is. 

	Internal source of information 1:
	Description of information and method of obtaining it:

	Internal source of information 2:
	Description of information and method of obtaining it:

	External source of information 1:
	Description of information and method of obtaining it:

	External source of information 2:
	Description of information and method of obtaining it:


	D Explain the purpose and functions of representative bodies can support employees (AC 1.4)

	Explain, with examples, TWO reasons why representative bodies offer support for employees in the workplace.

	Example 1:


	Reason:



	Example 2:
	Reason:

	E Explain employer and employee responsibilities for equality and diversity in a business environment (AC 1.5)

	Using TWO examples each, explain employer and employee responsibilities with regard to equality and diversity in the workplace.

	Employer responsibilities

Example 1:


	Explanation:



	Example 2:
	Explanation:



	Employee responsibilities

Example 1:


	Explanation:

	Example 2:


	Explanation:

	F Explain the benefits of making sure equality and diversity procedures are followed in a business environment (AC 1.6)

	Explain TWO benefits, both to the employer and employee, of equality and diversity being supported in the workplace.

	Benefits to the employer:

1.

2.



	Benefits to the employees:

1.

2.




	ASSESSMENT REQUIREMENT
	2. Understand the purpose of health, safety and security procedures in a business environment (LO 2)

	A Explain employer and employee responsibilities for health, safety and security in a business environment (AC 2.1)

	Using TWO examples each, explain employer and employee responsibilities with regard to health, safety and security in the workplace.

	Example of employer responsibility 1:


	Explanation:



	Example of employer responsibility 2:


	Explanation:



	Example of employee responsibility 1:


	Explanation:



	Example of employee responsibility 2:


	Explanation:



	B Explain the purpose of following health, safety and security procedures in a business environment (AC 2.2)

	Give THREE reasons that help explain the purpose of following health, safety and security procedures in the workplace.
Reason 1:

Reason 2:

Reason 3:




	ASSESSMENT REQUIREMENT
	3. Understand how to manage own work (LO 3)

	A Explain the reasons for planning and prioritising own work (AC 3.1)

	Give THREE reasons why planning and prioritising your work is important.  
Reason 1:

Reason 2:

Reason 3:



	B Identify ways of planning and prioritising own work (AC 3.2)

	Describe, using appropriate examples, THREE methods you could use to plan and prioritise your work.
Planning and prioritising method 1:

Planning and prioritising method 2:

Planning and prioritising method 3:



	C Explain the purpose of keeping people informed about progress (AC 3.3)

	Give TWO reasons why keeping work colleagues informed about progress is important.
Reason 1:

Reason 2:



	D Describe the methods of dealing with pressure in a business environment (AC 3.4)

	Give THREE ways of dealing with pressure at work, describing what is involved in each example.

	1:


	Description of what’s involved:

	2:


	Description of what’s involved:

	3:


	Description of what’s involved:


	ASSESSMENT REQUIREMENT
	4. Understand how evaluate and improve own performance in a business environment (LO 4)

	A Explain the purpose of continuously evaluating and improving own performance in a business environment (AC 4.1)

	Explain TWO benefits each to yourself and to your employer of continuously, evaluating and improving your own work. 

	Benefit to you:


	Benefit to you:



	Benefit to employer:


	Benefit to employer:

	B Describe ways of evaluating and improving own performance in a business environment (AC 4.2)

	Give THREE methods you could use to evaluate and THREE ways in which you could improve your own performance at work and describe what each involves.

	Method for evaluating own performance:


	Way in which you could improve own performance:



	Method for evaluating own performance:


	Way in which you could improve own performance:



	Method for evaluating own performance:


	Way in which you could improve own performance:



	C Explain the purpose of encouraging and accepting feedback from others (AC 3.3)

	Explain how gaining feedback from work colleagues can be of benefit to you and you employer.

	Benefit to you:


	Explanation:



	Benefit to employer:


	Explanation:



	D Explain different types of career pathways and roles available (AC 3.4)

	Explain TWO different and contrasting career paths and the roles within them that could be available to you.

	Career path 1:


	Career path 2:




	ASSESSMENT REQUIREMENT
	5. Understand the types of problems that may occur with own work and how to deal with them (LO 5)

	A Describe the types of problems that may occur with own work (AC 5.1)

	Give and describe examples of THREE problems that may occur with you own work. 
Example 1:

Example 2:

Example 3:



	B Explain ways of dealing with problems that may occur with own work (AC 5.2)

	With suitable examples, explain the methods of managing problems that might occur in your job role.


	C Explain how and when to refer problems to relevant colleagues (AC 5.3)

	Using the examples above, explain a situation when you would refer them to a colleague. 



	ASSESSMENT REQUIREMENT
	6. Understand the decision making process (LO 6)

	A Explain key stages in the decision making process (AC 6.1)

	Using a suitable scenario, explain the different stages in the decision making process 


	B Explain the purpose of not exceeding own limits of authority in making (AC 6.2)

	Using an appropriate example, explain the importance of understanding the limits of your own authority when making decisions in the workplace.
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