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	Assessment Method
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	Assessor Decision
Sign and Date

	You must be able to: 

	1 Be able to establish and validate customers’ identities in a contact centre

	1.1 Use agreed greetings and openings for customer conversations
	
	
	

	1.2 Link customers’ identity with organisational records
	
	
	

	1.3 Confirm customers’ identity and authority in accordance with organisational procedures
	
	
	

	1.4 Inform customers of what can or cannot be handled if their identity cannot be confirmed
	
	
	

	2 Be able to communicate information about specified products and/or services in a contact centre

	2.1 Establish the products and/or services about which customers need information
	
	
	

	2.2 Give customers a summarised introduction to requested products and/or services
	
	
	

	2.3 Deal with customers within the agreed limits of what can be handled
	
	
	

	2.4 Conclude a customer contact in accordance with organisational procedures
	
	
	

	3 Be able to hand over customer contacts to others in a contact centre

	3.1 Refer customers elsewhere when they require information outside their limits of authority or knowledge
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Page number, Method
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	You must be able to: 

	3.2 Explain to customers why and how they will be passed to someone else in accordance with organisational procedures
	
	
	

	3.3 Provide as much information as possible about the customer contact prior to recording the contact
	
	
	

	4 Understand how support for customers in a contact centre is provided

	4.1 List the products and/or services offered or supported by the contact centre
	
	
	

	4.2 List the regulations and/or legislation that has an impact on customers
	
	
	

	4.3 Explain how to use communication equipment for dealing with customer contacts
	
	
	

	4.4 State how and when to escalate a customer contact
	
	
	

	4.5 Describe the listening and questioning techniques to establish the information needed by customers
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