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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 use contact centre systems and technology to carry out customer contact tasks

	1.1 Log into the technology system that is appropriate for dealing with customer contacts
	
	
	

	1.2 Follow defined pathways through the system to complete customer contact tasks
	
	
	

	1.3 Use features of the technology contact handling system to control customer contacts
	
	
	

	1.4 Locate information on the system needed to complete a customer contact
	
	
	

	1.5 Identify to whom to refer when the customer contact cannot be completed
	
	
	

	1.6 Input information into the system in accordance with organisational procedures
	
	
	

	1.7 Validate the customer’s identity from information given and information held on the system
	
	
	

	2 Understand contact centre systems and technology

	2.1 State the organisational procedures and guidelines for handling customer contacts
	
	
	

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





	

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

	You must be able to: 

	2.3 List the regulation and/or legislation relevant to the contact centre’s work with customers
	
	
	

	2.4 State to whom to pass contacts when they are outside the limits of their authority or the customer contact is too difficult to handle
	
	
	

	2.5 State the procedures for logging onto the technology systems
	
	
	

	2.6 State how to respond to prompts from the system indicating the pathway to be followed
	
	
	

	2.7 State how to use systems and technology to handle customer contacts
	
	
	

	2.8 Identify the categories of customer contacts that they are authorised to handle
	
	
	






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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