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Unit 6: Principles and processes of using systems and technology in a contact centre
CANDIDATE EVIDENCE CHECKLIST

	CENTRE NUMBER:


	CANDIDATE NAME:

	ASSESSMENT REQUIREMENT
	1.  Understand the use of contact centre systems and technology to optimise performance
	Portfolio reference
	Date completed

	
General information


	The chosen contact centre

List of the systems and technology
	
	

	A  Explain how alterations to applications and technology, and adjustments to parameters, may affect operations

	TWO examples of alterations including ONE to an application and ONE to technology. (AC2.2)
For each alteration an explanation the effect on operations including:

· ONE effect on metrics (AC2.2)
· ONE effect on guidelines (AC2.2)

· ONE effect on individual employees (AC2.2)
· ONE example of a coaching/buddying activity to help colleagues with the alteration (AC2.1)
FOUR parameters for system configuration (AC3.2) and for each an explanation including:

· ONE way it benefits callers (AC3.2)
· ONE way it benefits the contact centre (AC3.2)
TWO examples of adjusting routing rules including: ONE due to a change of priorities and ONE due to a change of resources.  For each an explanation of how the adjustment was made (AC2.3)

TWO examples of the importance of predictive contact queuing (AC3.3)
	
	

	B  Describe how systems and technology can help with changes resulting from legislation and regulation
	TWO examples of changes to legislation and regulation (AC3.1) and for each a description including

· ONE affect on contact centre operations (AC3.1)
· ONE way systems and technology help ensure compliance with the change (AC3.1)
	
	

	ASSESSMENT REQUIREMENT
	2.  Understand how to design reports in a contact centre system 
	Portfolio reference
	Date completed

	A  Explain the requirements of reports
	FOUR metrics to be included in reports (AC1.2) and for each an explanation of ONE way the need for that metric was identified which must include: 

· consideration of business aims and objectives (AC1.1)
· through discussion with colleagues (AC1.1)
· identification of relevant performance indicators for call handling agents (AC1.1)
TWO examples of standards and guidelines for presentation of reports (AC1.3) 
	
	


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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