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CANDIDATE EVIDENCE CHECKLIST

	CENTRE NUMBER:


	CANDIDATE NAME:

	ASSESSMENT REQUIREMENT
	1.  Know the rules of customer service and communication in a contact centre
	Portfolio reference
	Date completed

	
General information


	The name of the chosen contact centre
	
	

	A  Describe the

    procedures customer

    service and

    communication in a

    contact centre

	FOUR steps in each of the following procedures with a description of the importance to customer service:

· greeting and identifying customers

· closing and recording the customer contact (AC1.1)
	
	

	B
Describe regulatory requirements and the importance when dealing with customers


	Name legislation/regulation relating to:

· Data Protection Act
· consumer protection

· specific to the chosen contact centre

For each a description to TWO ways it affects selling to customers (AC1.2)
	
	

	C  Describe the service offer and how it is communicated to customers

	Description of the service offer must include the product/service, the price, effect of competitors service offer and limitations (AC 1.3)

TWO ways the service offer is communicated to customers (AC 1.4)  
	
	

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

	A   Explain the features and benefits of products and/or services offered or supported by a contact centre
.   
	Identification of TWO products/services.  For each ONE feature and ONE linked benefit (AC2.1)

 
	
	

	B  Explain how to meet customers needs in different situations and build a rapport
OR provide witness statements to confirm either or both of the situations
	Identification of TWO situations including:

· a new customer 
· a customer with a problem on product or service delivery
For each situation the following:

· ONE explanation of the importance of identifying and confirming the customer’s needs (AC2.2)

· THREE examples of questions needed to match products/services to the information provided which must include open, closed and probing questions (AC2.3)

· TWO active listening skills (AC2.3)
· ONE barrier to communication that was overcome (AC2.3)

· TWO examples of verbal techniques used to establish rapport (AC2.5)
·  TWO examples of non-verbal techniques used to establish rapport (AC2.5)

For ONE situation only ONE explanation of a constraint or limitation in making the ale including how the customer was informed and why it was important to do so (AC2.4) 
	
	

	ASSESSMENT REQUIREMENT
	3.  Know how to communicate with internal or external customers in written or electronic form.  
	Portfolio reference
	Date completed

	A   Describe a situation when a customer would benefit from written or electronic communication
	Description to include:

· ONE type of customer either internal or external

· an overview of the customer service situation
· ONE type of communication either written or electronic

· ONE benefit to the customer of the type of communication (AC3.1)


	
	

	B   Describe the importance of following guidelines when communication in writing or electronically
	TWO examples of guidelines to follow why it was important to do so (AC3.2)

TWO examples of the affect on customers of the language used in communications.  ONE negative and ONE positive (AC3.3)

Description of the importance of proof-reading communications before sending to customers (A3.4)
	
	


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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