Unit 11 Principles of sales activities and customer support in a contact centre

Unit 11: Principles of performance management in a contact centre

CANDIDATE EVIDENCE SHEET

	CENTRE NUMBER:

	CANDIDATE NAME & SIGNATURE

	ASSESSMENT REQUIREMENT
	1.  Understand how to improve the performance of individuals and teams in a contact centre 

	A  Explain how to manage performance and workflows to meet individual and team objectives

	TWO examples of how to manage performance and workflows (AC1.1, 1.4)

	Example 1 - individual

The objective to meet is:

ONE way to manage the performance is:

This is appropriate because:

ONE practical way to manage individual workflow is:


	Example 2 - team

The objective to meet is:

ONE way to manage the performance is:

This is appropriate because

ONE practical way to manage team workflow is:




	B  Explain how to improve individual and team performance 

	TWO examples of how to monitor performance, provide motivational feedback and support (AC1.2, 1.3, 1.5)

	Example 1 - individual

TWO different methods of monitoring performance

1.
2.

ONE improvement identified as a result of monitoring

ONE way for giving motivational feedback

ONE example of support needed for the individual to make the improvement


	Example 2 - team

TWO different methods of monitoring performance

1.

2.

ONE improvement identified as a result of monitoring

ONE way for giving motivational feedback

ONE example of support needed for the team to make the improvement




	ASSESSMENT REQUIREMENT
	2.  Understand performance management in a contact centre


	A  Explain the purpose and importance of performance management (AC2.1)


	TWO reasons for performance management in a contact centre   

	Reason 1

	Reason 2

	THREE examples of why performance management is important in a contact centre

	The importance to individuals is:
	The importance to the team is:
	The importance to the business is:

	B  Explain the legislation, regulation, guidelines and procedures affecting performance in a contact centres

	FOUR examples of the impact of legalisation and regulation on performance (AC2.2)

	(i)  Legislation / regulation relating to confidentiality and data protection is:


	TWO ways it impacts on performance



	1.

	2.



	(ii)  Legislation / regulation relating to employment:




	TWO ways it impacts on performance



	1.

	2.



	(iii)  Legislation/regulation relating to health and safety:



	TWO ways it impacts on performance



	1.

	2.



	(iv)  Legislation/regulation relating to a chosen contact centre is: 



	TWO ways it impacts on performance



	1.

	2.



	TWO examples of organisational procedures and guidelines  (AC2.3)

	Example 1 is: 

It is needed because:

	Example 2 is: 

It is needed because:



	TWO examples of how to identify deviations in performance (AC2.4)


	Example 1 – a deviation in individual performance is:

ONE way to identify the deviation is:


	Example 2 – a deviation in team performance is:

ONE way to identify the deviation is:
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