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	You must be able to: 

	1. Understand how to design reports in a contact centre

	1.1 Explain how to identify metrics to be included in reports
	
	
	

	1.2 Explain what needs to be included in reports
	
	
	

	1.3 Describe standards and guidelines for the presentation of reports
	
	
	

	2. Understand how to optimise performance in a contact centre through systems and technology

	2.1 Explain how coaching/buddying activities improve colleagues’ use of systems and technology
	
	
	

	2.2 Explain the effects of alterations to applications and systems
	
	
	

	2.3 Explain how routing rules can be adjusted to meet changing priorities and resources
	
	
	

	2.4 Explain how to identify data flow changes and why this is important
	
	
	

	3. Understand the use of contact centre systems and technology

	3.1 Describe how systems and technology address changes resulting from legislation and regulation
	
	
	


	
	Assessment Method
	Evidence Ref.

Page number, Method
	Assessor Decision 

Sign and Date

	3.2 Explain parameters for system configuration
	
	
	

	3.3 Explain the importance of predictive contact queuing to efficient operations
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