Unit 13 Principles of handling incidents through a contact centre

Unit 13: Principles of handling incidents through a contact centre
CANDIDATE EVIDENCE SHEET

	CENTRE NUMBER:

	CANDIDATE NAME & SIGNATURE

	ASSESSMENT REQUIREMENT
	1.  Know the standards and procedures for dealing with incidents in a contact centre


	Name of chosen contact centre:

	List the type of incidents the contact centre agents handle:  


	A.  Describe standards and procedures for handling incidents in your chosen contact centre (AC1.1)




	FOUR examples of standards and procedures.  
(Photocopy a separate sheet for each example and circle the number 1, 2, 3 or 4 in the top right hand corner)
The standard/procedure is: 

FOUR steps in the standard/procedure are 
1
2
3
4


	B.  Describe THREE techniques for controlling conversations (AC1.2)



	Technique 1:


	The reason this helps control the conversation is:



	Technique 2.


	The reason this helps control the conversation is:



	Technique 3.


	The reason this helps control the conversation is:



	C.  The use of decision trees in incident management (AC3.2)

	ONE example of a decision tree used for incident handling.  Please attach to the sheet

	TWO reasons the attached decision tree could help with the incident management

	Reason 1.  
	Reason 2.


	ASSESSMENT REQUIREMENT
	2.  Understand regulation and legislation relating to incident handling 


	A.  Describe the impact of legislation and regulation on incident management (AC3.1)

	Data protection and confidentiality regulation and legislation

The legislation/regulation is:

TWO ways it impacts on incident management

1.

2.



	Health and safety regulation and legislation

The legislation/regulation is:

TWO ways it impacts on incident management

1.

2.



	Employment regulation and legislation

The legislation/regulation is:

TWO ways it impacts on incident management

1.

2.



	ONE piece of sector specific regulation and legislation 
The legislation/regulation is:

TWO ways it affects dealings with customers:

1.

2.



	ASSESSMENT REQUIREMENT
	3.  Understand how to use communication systems to deal with incidents and deploy resources.   


	A.  Deal with different incidents and deploy appropriate resources (AC1.3, 1.4, 1.5, 2.1, 2.2, 3.3, 3.4, 3.5)  (The incidents may be from simulation or real work)  

	Incident 1 is:   



	The priority given to the incident is:  

The priority was selected because:



	ONE limitation of instruction and advice that could be passed to the person reporting the incident


	TWO types of resource available to deal with the incident 

The most appropriate resource to deploy is _________________________  because:



	TWO examples of information needed by people dealing with the incident

	Example 1 is:   

Needed because:
	Example 2 is:

Needed because:


	ONE example of a system used to communicate with people dealing with the incident
The reason this system was chosen is:  
The agreed convention for communicating is:



	ONE example of escalating an incident.
Why was it escalated?
Who was it escalated to?



	Incident 2 is:   



	The priority given to the incident is:  

The priority was selected because:



	ONE limitation of instruction and advice that could be passed to the person reporting the incident



	TWO types of resource available to deal with the incident 

The most appropriate resource to deploy is _________________________  because:



	TWO examples of information needed by people dealing with the incident

	Example 1 is:   

Needed because:
	Example 2 is:

Needed because:


	ONE example of a system used to communicate with people dealing with the incident
The reason this system was chosen is:  

The agreed convention for communicating is:



	ONE example of escalating an incident.

Why was it escalated?

Who was it escalated to?




OR
	B.   Witness statement of the candidate meeting customer needs in different situations and of building a rapport (AC1.3, 1.4, 1.5, 2.1, 2.2, 3.3, 3.4 & 3.5).  (The incidents 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               
	Incident 1 or 2     (circle as appropriate) 

	A brief description of the incident. 



	Did the candidate:  

· allocate a priority in line with organisational standards
· identify ONE limitation to instruction and advice for the caller due to any of the following - tick (() as appropriate
· the remoteness of the incident
· the emotional / physical condition of caller

· limits of own authority

· limits of own knowledge

· potential legal or civil consequences

· select the most appropriate resource

       Specify _____________________________________________ 
· provide TWO pieces of information to those handling the incident
· select a communication system and use the correct convention

       Specify _____________________________________________

· Escalate ONE of the incidents
       Specify who to _______________________________________
	Yes/No
Yes/No

Yes/No 

Yes/No

Yes/No

Yes/No

	After the incident did the candidate fully explain to you their reasons for choosing communication systems, conventions, resources, information sharing and escalation?
	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. 


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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