Unit 5 Principles of using systems and technology in a contact centre

Unit 5: Principles using systems and technology in a contact centre
CANDIDATE EVIDENCE CHECKLIST

	CENTRE NUMBER:


	CANDIDATE NAME:

	ASSESSMENT REQUIREMENT
	1.  Know how to use the features of systems and technology in a contact centre
	Portfolio reference
	Date completed

	
General information


	The name of the chosen contact centre

Name of Automatic Call Distribution (ACD) system
	
	

	A  Describe the

    purpose of contact a

    distribution system and

    technology
	Description of THREE purposes of a contact distribution system (AC1.1)

FOUR functions and for each a description of ONE benefit to the customer and ONE benefit to the contact centre (AC1.4, 2.4)


	
	

	ASSESSMENT REQUIREMENT
	2.  Understand how to use systems and technology to handle customer contacts
	Portfolio reference
	Date completed

	A   Examples from a contact centre job role of handling customer contact

OR provide a witness statements to confirm a maximum of TWO contacts
	THREE examples and for each the following:

· A brief description of the contact to include the

· date, time and type of call

· systems and technology used
· purpose of the customer contact

· THREE question asked to validate caller identity (AC1.2)

· Description of the contact centre information accessed to confirm identity (AC1.2) 
· TWO reasons why it is important to confirm identity (AC1.2)

· THREE examples of adjusting individual settings as part of the communication including for each why it was important (AC1.3)

· TWO features of the system used to produce information and contact handling reports (AC2.2)

· TWO reasons it is important to check reports before distribution (AC2.3)
· TWO examples of customer and contact information needed to produce work plans (AC2.1)

	
	


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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