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

	CENTRE NUMBER:

	CANDIDATE NAME & SIGNATURE

	ASSESSMENT REQUIREMENT
	1.  Understand customer service in a contact centre


	My chosen contact centre is:



	A.  Describe the products and/or services offered or supported by the contact centre (AC1.1)



	ONE example of a product and/service with a feature and a benefit

	Product/service 1  is:

	ONE feature is:


	ONE benefit is:



	The purpose of explaining features and benefits to customers is:




	B.  Explain how organisational and regulatory requirements affect delivery of customer service (AC1.2)



	ONE example of an organisational requirement
TWO ways it affects customer service delivery:

1.

2.


	ONE example of a regulatory requirement

TWO ways it affects customer service delivery:

1.

2.



	C.  Describe the importance of customer service aims, objectives and service offers (AC1.3)



	ONE example of an aim is:
 It is important because:

ONE example of an objective is:

It is important because:

ONE example of a service offer is:

It is important because:



	D  Explain how to design Key Performance Indicators (KPIs) (AC1.4)

	THREE main considerations are:
1.

This is important to consider because:

2.

This is important to consider because:

3.  

This is important to consider because:



	ASSESSMENT REQUIREMENT
	2.  Understand how to resolve issues in customer service in a contact centre


	A.  Identify customer service issues that should be escalated.  Explain how to resolve the issues 
(The issues may be from simulation or real work. Circle the appropriate number for this example.  Photocopy additional sheets as needed)


	(i)   Customer service issue 1 or 2 (AC2.1)

	Describe the issue including ONE reason why it has been escalated:
State the communication method used to escalate the issue  
ONE reason why the communication method was appropriate


	(ii)  Validating the customer’s identity (AC2.2)

	Questions to validate the customer’s identity (At least THREE questions must be listed) 
Question 1

Question 2

Question 3

ONE organisational procedure to follow when validating the identity

ONE regulatory requirement to follow when validating the identity

ONE reason it is important to follow the procedure and / or requirement



	(iii) Establishing rapport with the customer (AC2.3) 

	ONE verbal technique used to establish rapport with the customer

This was appropriate because:


	ONE non-verbal technique used to establish rapport with the customer

This was appropriate because:

	(iv) Balancing the needs of the organisation with those of the customer (AC2.4, 2.5)

	TWO options for resolving the issue are:

	Option 1
ONE constraint or limitation is: 


	Option 2

ONE constraint or limitation is:

	ONE reason for keeping the customer informed of the constraint or limitation is:


	The option chosen is:  ________________________________________

How did this balance the needs of the organisation and the customer?




OR
	A.  Witness statement of the candidate resolving ONE customer service issue  (AC2.1, 2.2, 2.3,

     2.4, 2.5)  (The issue may be from simulation or real work. Photocopy additional sheets as needed)
Name of assessor/tutor/workplace supervisor:
                             Signature:
Name of candidate:                                                                          Signature:



	Date:  
	Location

	Briefly describe the issue including how and why it was escalated to the candidate:



	Did the candidate:  

· validate the customer’s identify by (tick ( as appropriate)

· asking a minimum of THREE questions 
· follow organisational procedures

· follow regulatory requirements 

· establish rapport by using
· ONE verbal technique – specify ____________________________
· ONE non-verbal techniques – specify  _______________________

· balance the needs of the organisation and the customer by (tick √ as appropriate)

· offering TWO options for resolving the issue

· overcoming ONE constraint or limitation
· inform the customer of the constraint or limitation
	Yes / No
Yes / No

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. 




	ASSESSMENT REQUIREMENT
	3.  Understand how to communicate customers referred by others in a contact centre


	A.  Explain the need for procedures and guidelines for communication (AC4.1)



	TWO procedures and guidelines 

	Procedure / guideline for verbal communication is:
ONE reason this is needed is:


	Procedure / guideline for written communication is:

ONE reason this is needed is:



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

	TWO examples of the strengths and weaknesses of different communication methods (AC4.3)

	Example of verbal communication used for a customer referral is:
The customer was refereed by ________________________________________________
ONE strength of the method of communication

ONE weakness of the method of communication


	Example of written / electronic communication used for a customer referral is:

The customer was refereed by ________________________________________________
ONE strength of the method of communication

ONE weakness of the method of communication


	TWO example of how to adapt communication to meet customers` needs (AC4.2)

	ONE example of adapting verbal communication
	ONE example of adapting written communication

	The verbal communication is:

The reason for adapting: 
ONE way to adapt is:


	The written / electronic communication is:

The reason for adapting: 
ONE way to adapt is:



	TWO examples of how to identify inadequacies in the standard of colleagues` communication (AC4.4)
Example 1:

Example 2:



	ASSESSMENT REQUIREMENT
	4.  Understand how to monitor customer service performance and compliance in a contact centre


	A.  Describe the scope of monitoring and use of KPIs 



	Identify TWO activities and describe why each activity needs to be monitored (AC3.1)

	Activity 1  is:

ONE reason for monitoring this is:


	Activity 2  is:

ONE reason for monitoring this is:



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

	KPI 1 is: 
	KPI 2 is:


	ONE benefit of using KPIs to test quality 

	B  Explain the processes for using monitoring data to identify areas of enhancement (AC3.3, 3.4, 3.5)



	TWO ways to validate monitoring data are:

1.

2.

 

	TWO examples of monitoring data and explain how to analyse it to identify enhancements (AC3.4)

	Example 1 is:
ONE way of analysing

ONE potential enhancement

	Example 2 is:
ONE way of analysing

ONE potential enhancement 

	TWO people to inform of the results of monitoring (AC3.5)

	Person 1 is ________________________________

The reason is:

Person 2 is ________________________________

The reason is:




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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