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Unit 12: Principles of resource planning in a contact centre
CANDIDATE EVIDENCE SHEET

	CENTRE NUMBER:

	CANDIDATE NAME & SIGNATURE

	ASSESSMENT REQUIREMENT
	1.  Understand demand forecasting for contacts handled in a contact centre 

	My chosen contact centre is:

	A.  Explain the use of metrics and analysis of demand data  


	 FOUR metrics that represent demand for services in a chosen contact centre (AC1.1) 

	Metric 1 is:

How this represents demand: 


	Metric 2 is:

How this represents demand: 



	Metric 3 is:

How this represents demand: 


	Metric 4 is:

How this represents demand: 



	TWO examples of analysis of demand data (AC1.2) 

	1.  The demand data is:

ONE way of analysing it is:

ONE reason for analysing it is:


	1.  The demand data is:

ONE way of analysing it is:

ONE reason for analysing it is:



	B  Explain tolerances and confidence levels in demand forecasting in a chosen contact centre 

	TWO examples of acceptable tolerances when predicting demand (AC1.3)

	1.  The prediction relates to contact demand for:
The acceptable tolerance is:

It is set at this tolerance because:


	2.  The prediction relates to contact demand for:

The acceptable tolerance is:

It is set at this tolerance because:




	TWO examples of the use of confidence limits in demand forecasting (AC1.4)

	1.  The forecasting relates to contact demand for:

ONE advantage of confidence limits is:

ONE disadvantage of confidence limits is:


	1.  The forecasting relates to contact demand for:

ONE advantage of confidence limits is:

ONE disadvantage of confidence limits is:



	FOUR reasons for changes in anticipated demand (AC1.5)

	Reason 1 is:

Reason 2 is:

Reason 3 is:

Reason 4 is:



	ASSESSMENT REQUIREMENT
	2.  Understand scheduling and staffing activity in a contact centre

	A  Produce ONE resource plan for ONE week for a team in a chosen contact centre

(The resource plan may be for a simulated or real work environment. Attach the plan and supporting documents to this evidence sheet)

	The resource plan must include:

· ONE rota (AC2.1, 2.2) showing 

· budgetary restraints such as total hours allocated for the week, FTE (Full time equivalent) or other financial restrictions
· team members shifts, breaks, days off, holidays and any other reasons for non-availability

· tasks allocated to team members such as inbound, outbound, help desk, promotional activity, etc
· how contingencies will be covered such as unexpected absence, fluctuations in demand (AC2.7)
The resource plan must be supported with

· ONE team structure annotated with the working preferences and skills set of each member with an explanation of their importance when developing the plan (AC2.5)
· ONE list of TWO work records and TWO sets of employee data used for the plan with an explanation of how each had a effect on the plan (AC2.6)

· ONE list of the operational objectives and associated activities i.e. sales, service levels with an explanation of their impact on the plan (AC2.1, 2.4, 2.7)
· ONE set of team briefing notes to show how team members were informed of trends, forecasts and resource availability with an explanation of why it is important to involve colleagues in the planning process (AC2.3, 2.8)
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