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Unit 9: Principles of customer service in a contact centre
CANDIDATE EVIDENCE CHECKLIST

	CENTRE NUMBER:


	CANDIDATE NAME:

	ASSESSMENT REQUIREMENT
	1.  Understand customer service in a contact centre 
	Portfolio reference
	Date completed

	
General information


	My chosen contact centre is:
	
	

	A  Describe the products and / or services offered or supported by the contact centre

	ONE example of products and / or service including ONE feature and ONE benefit.  An explanation of the purpose of explaining features and benefits to customers  (AC1.1)
	
	

	B  Explain how organisational and regulatory requirements affect customer service 
	TWO examples of requirements – ONE  organisational and ONE regulatory – and for each TWO ways it affects customer service delivery  (AC1.2)
	
	

	C  Describe the importance of customer service aims, objectives and service offers
	ONE example of an aim, an objective and a service offer – THREE in total.  For each example a description of its importance to service delivery (1.3) 
	
	

	D  Explain how to design Key Performance Indicators (KPIs)
	· THREE considerations when designing a KPI with an explanation for each of why it is important.  (AC1.4)
	
	

	ASSESSMENT REQUIREMENT
	2.  Understand how to resolve issues in customer service in a contact centre 
	Portfolio reference
	Date completed

	A  Identify customer service issues that should be escalated.  Explain how to resolve the issues
OR
A witness statement for ONE of the issues
	Identify TWO customer service issues and for each include the following:

(i)  Description of the issue; ONE reason it was escalated; the communication method used and ONE reason it was appropriate (AC2.1)

(ii)  validating customer identity by THREE questions; following ONE organisational and ONE regulatory requirement; ONE reason why it is important to follow requirements (AC2.2)

(iii) establish a rapport by using ONE verbal and ONE non-verbal technique and explain why each technique was appropriate (AC2.3)

(iv) balance organisational needs with those of the customer by offering TWO options to resolve the issue; with each option overcome ONE constraint / limitation.  ONE reason for keeping customer informed of ONE constraint/limitation.  ONE explanation of how the chosen option balanced the needs of the organisation to those of the customer  (AC2.4, 2.5)
	
	

	ASSESSMENT REQUIREMENT
	3.  Understand how to communicate with customers referred by others in a contact centre 
	Portfolio reference
	Date completed

	A  Explain the need for procedures and guidelines for communication
	TWO procedures or guidelines and for each ONE reason it is needed (AC4.1)
	
	

	B  Explain different communication methods used when customers are referred by others 


	TWO examples of customer referrals – ONE by verbal and ONE by written / electronic communication (AC4.3).  For each:

· who referred the customer

· ONE strength of the communication method (AC4.3)

· ONE weakness of the communication method (AC4.3)

TWO examples of how to adapt communication to meet customers needs – ONE verbal and ONE written / electronic. For each an explanation of the reason for adaptation and ONE way it was adapted (AC4.2).  
TWO examples of how to identify inadequacies in colleagues` communication (AC4.4) 
	
	

	ASSESSMENT REQUIREMENT
	4.  Understand how to monitor customer service delivery and compliance in a contact centre. 
	Portfolio reference
	Date completed

	A  Describe the scope of monitoring and use of KPIs 


	TWO activities with a description for each of the reason for monitoring (AC3.1)

TWO examples of KPIs used to test the quality of customer service delivery (AC3.2) 

ONE benefit of using KPIs to test quality of delivery (AC3.2)
	
	

	B  Explain the processes for using monitoring data to identify areas of enhancement
	TWO ways of validating monitoring data (AC3.3)
TWO examples of monitoring data and for each example an explanation of ONE way of analysing the data and ONE potential enhancement (AC3.4)
TWO people who need to be informed of the results of monitoring and for each ONE reason for informing them (AC3.5)
	
	


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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