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	Assessment Method
	Evidence Ref.
Page number, Method
	Assessor Decision
Sign and Date

	You must be able to: 

	1. Be able to assess personal effectiveness in a contact centre

	1.1 Identify strengths and areas for development in skills and knowledge against agreed criteria
	
	
	

	1.2 Agree learning actions that address priority learning and personal development needs
	
	
	

	2. Be able to carry out development activities to improve personal effectiveness in a contact centre

	2.1 Participate in programme of learning activities that supports personal development needs
	
	
	

	2.2 Use feedback from participation in the agreed development activities to improve personal performance
	
	
	

	3. Be able to work with others in a contact centre team to improve personal performance

	3.1 Identify how everyday work in a team leads to learning and personal development
	
	
	

	3.2 Participate in team tasks that provide on-the-job learning opportunities
	
	
	

	3.3 Use feedback on personal performance to plan further learning steps
	
	
	

	4. Understand how to improve personal effectiveness in a contact centre

	4.1 Describe the organisational procedures and guidelines for contact centre tasks defined by their job role
	
	
	

	4.2 Describe the range of products and/or services offered or supported by the contact centre
	
	
	

	4.3 Describe the impact of legislation and/or regulations on their role within the contact centre
	
	
	

	4.4 Explain the importance of using development activities that are relevant to identified business needs
	
	
	

	4.5 Explain different sources of feedback to the personal development process
	
	
	

	4.6 Explain the importance of feedback to the personal development process
	
	
	

	4.7 Explain the importance of involving a person in authority in making a personal development plan
	
	
	



Learner declaration of authenticity:
I declare that the work presented for this unit is entirely my own work.


Learner signature:							Date:







Assessor sign off of completed unit:
I confirm that the learner has met the requirements for all assessment criteria demonstrating knowledge and skills for this unit. 


Assessor name:


Signature:								Date:
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You must be able to:   

1. Be able to assess personal effectiveness in a contact centre  

1.1   I d e n tify   strengths   and   areas   for   development   in   skills   and   knowledge   against   agreed   criteria     

1.2   A g r e e   learning   actions   that   address   priority   learning   and   personal   development   needs     

2. Be able to carry out development activities to improve personal effectiveness in a contact  centre  

2.1   Participate   in   programme   of   learning   activities   that   supports   personal   development   needs     

2.2   Use   feedback   from   participation   in   the   agreed   development   activities   to   improve   personal   performance     
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3.1   Identify   how   everyday   work   in   a   team   leads   to   learning   and   personal   development     
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4.   Understand   how   to   improve   personal   effectiveness   in   a   contact   centre  

4.1   Describe   the   organisational   procedures   and   guidelines   for   contact   centre   tasks   defined   by   their   job   role     

4.2   Describe   the   range   of   products   and/or   services     

