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Contact Centre Professionals SVQ — Level 3
Unit Title — DL7V 04 Develop personal and organisational effectiveness 3
	Skills and Techniques

	a
Identifying and participating in relevant development activities

Expansion — These are activities that will improve an individual’s and organisations capability to carry out the work:
(
attending events (eg product briefings, trade shows or conferences)

	b
Seeking opportunities to obtain feedback

	c
Using feedback to improve own effectiveness

	d
Working as part of a team

Expansion — Working effectively as part of a team:
(
communicating effectively in a team setting

(
contributing to team activities

	e
Identifying and suggesting potential improvements to working practices


	Knowledge and Understanding (K & U)

	1 
How to obtain and assess feedback on personal attributes and effectiveness at work.
Expansion (feedback) — This relates to the different ways that an individual can obtain feedback on their performance.  Feedback procedures should include the frequency and source of feedback, how to validate that feedback is relevant and accurate and methods of assessing feedback:
(
appraisal techniques (eg 360 degree appraisals; psychometric testing)
Expansion (personal attributes) — Characteristics and skills which can contribute to personal effectiveness at work.  Different work roles will require different combinations of these attributes, applied at different levels of complexity:
(
characteristics such as: adaptability; confidence; dependability, initiative; integrity; self-motivation; positive attitude; tolerance

(
skills such as: communication; creativity; leadership; negotiation and influencing; numeracy; planning; problem solving

	2 
How to identify own development needs and preferred learning styles. 

	3 
Own personal development plan.

	4 
Roles and responsibilities at work.

	5 
Own role in promoting the organisation’s brand or image.

	6 
Organisational aims and objectives.
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	Seek opportunities to develop personal and organisational effectiveness
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	Statement of Competence 

I confirm that all evidence (including knowledge and understanding), for the entire unit has been met:
Candidate Signature:
__________________________ 
Date:
____________ 
Internal Verifier Signature: 
_____________________

Assessor Signature:
__________________________ 
Date:
____________ 
Date Sampled (by IV):  
_____________________
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