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	You must be able to: 

	1. Know how to use features of systems and technology to handle customer contacts in a contact centre

	1.1 Describe the purpose of a contact distribution system and how it works
	
	
	

	1.2 State procedures for accessing customer information and customer contact handling
	
	
	

	1.3 Describe how to adjust individual system settings to facilitate communication with customers
	
	
	

	1.4 Describe the functionality of a contact distribution system that facilitates customer service
	
	
	

	2. Understand contact centre systems and technology

	2.1 Describe the customer and contact information needed to produce work plans
	
	
	

	2.2 Describe the features of systems used to produce customer information and contact handling reports
	
	
	

	2.3  Explain the importance of checking reports before distribution
	
	
	

	2.4 Explain the benefits of systems and technology to customers and contact centres
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