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	You must be able to: 

	1. Know the standards and procedures for dealing with incidents through a contact centre

	1.1 Describe the standards and procedures for handling incidents
	
	
	

	1.2 Describe techniques for controlling conversations with contacts
	
	
	

	1.3 Describe how to prioritise reported incidents
	
	
	

	1.4 Describe the information needs of those taking action over incidents
	
	
	

	1.5 Describe why and to whom to escalate incident responses
	
	
	

	2. Understand how to use contact centre communications systems to deploy incident management resources

	2.1 Explain how to choose the most efficient means to communicate with those dealing with the incident
	
	
	

	2.2 Explain the agreed conventions of wording, codes, style and approach for different media options
	
	
	

	3. Understand how to deal with incidents reported to a contact centre

	3.1 Describe the impact of regulation or legislation on incident management
	
	
	

	3.2 Explain the use of decision trees
	
	
	

	3.3 Explain the basis on which incidents should be escalated
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	3.4 Describe the limitations of the instructions and advice that can be passed on to someone reporting an incident
	
	
	

	3.5 Describe the type and extent of resources available to deal with incidents
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