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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 talk to customers on a familiar subject in a contact centre

	1.1 Greet customers in accordance with organisational guidelines
	
	
	

	1.2 Describe the products and/or services to customers in accordance with organisational guidelines
	
	
	

	1.3 Speak to customers in a way that makes them feel confident about what is being said
	
	
	

	1.4 Use positive language when describing products and/or services
	
	
	

	2 Be able to communicate in writing on a familiar subject in a contact centre

	2.1 Complete written communications to customers in accordance with organisational guidelines
	
	
	

	2.2 Present written communications with customers in formats that comply with organisational guidelines
	
	
	

	2.3 Confirm that written communications are grammatically correct; spelled correctly and in house style before sending
	
	
	

	3 Understand how to communicate with customers in a contact centre

	3.1 State 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: 

	3.2 List the organisational requirements and/or regulations about what can and cannot be expressed to customers verbally and/or in writing
	
	
	

	3.3 State what information is best given to customers verbally and what is best given in writing
	
	
	

	3.4 Explain the difference between positive and negative language when communicating with customers verbally and/or in writing
	
	
	

	3.5 Explain how to demonstrate “active listening”
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