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	You must be able to: 

	1. Be able to manage incidents through a contact centre.

	1.1 Respond to incoming contacts relating to incidents in accordance with organisational procedures.
	
	
	

	1.2 Select resources that are available to deal with reported incidents.
	
	
	

	1.3 Inform the selected personnel of their responsibilities in accordance with organisational procedures.
	
	
	

	1.4 Specify the action needed from personnel that are deployed to deal with the incident in accordance with organisational procedures.
	
	
	

	1.5 Monitor the management of the incident in accordance with organisational procedures.
	
	
	

	1.6 Ensure that the correct decision paths have been followed to manage reported incidents.
	
	
	

	1.7 Deal with queries and/or complaints about incident handling in accordance with organisational procedures.
	
	
	

	2. Be able to provide support to colleagues on incident management in a contact centre.

	2.1 Agree with colleagues the areas in which they need support and guidance in incident management.
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	2.2 Agree with colleagues the type of support that will provide them with support that is capable of meeting their identified needs.
	
	
	

	2.3 Identify actions to improve team performance in incident handling from a review of incident management results.
	
	
	

	3. Understand how to manage incidents reported to a contact centre.

	3.1 Explain the incident management services offered by the contact centre.
	
	
	

	3.2 Describe the strengths and weaknesses of methods of assessing the validity and priority of the potential incident.
	
	
	

	3.3 Explain the importance of clear communication using the most appropriate channel with those dealing with incidents.
	
	
	

	3.4 Describe the strengths and weaknesses of ways of monitoring the actions of those deployed to deal with the incident.
	
	
	

	3.5 Describe the strengths and weaknesses of different types of support for colleagues.
	
	
	

	3.6 Explain the importance of reviewing incident management results.
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