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Contact Centre Professionals SVQ — Level 3
Unit Title — DL8J 04 Interpersonal and written communication 3
	Skills and Techniques

	a
Send and receive complex information by communicating interpersonally

Expansion — Using interpersonal communication techniques:
(
selecting appropriate communication styles
(
adapting terminology and vocabulary to the needs of the audience
(
reducing barriers to listening
(
differentiating between facts and feelings

	b
Send and receive complex information by communicating in writing

Expansion — Techniques to produce and interpret written communications.  These are:

(
developing messages that convey alternative viewpoints
(
extracting key messages from written correspondence
(
reviewing and editing documents created by others

	c
Providing guidance to immediate colleagues on how to communicate information


	Knowledge and Understanding (K & U)

	1 
Relevant uses of interpersonal and written communication techniques.
Expansion (interpersonal) — Techniques which can be used to suit the needs of different audiences when communicating directly (eg face to face, or by telephone or video link):
(
how to adapt style (eg intonation, inflexion, business or technical terminology and vocabulary) to audience needs
· how to reduce listening barriers
· cultural differences
Expansion (written communication techniques) — Writing techniques which can be used to suit the needs of different audiences:
(
structuring written material (eg paragraphs, headings, vocabulary, sentence length etc) to meet audience needs
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Candidate Name:  _________________________

(Please Print Name)

Unit Title — DL8J 04 Interpersonal and written communication 3
Assessor Name:  ________________________


(Please Print Name)

	Communicate complex information in a range of familiar contexts
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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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