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Contact Centre Professionals SVQ — Level 3
Unit Title — DM6Y 04 Contact Centre systems and technology 3
	Skills and Techniques

	a
Using and providing guidance to immediate colleagues on contact centre systems and technology

Expansion — Operating front end interfaces to use and understand the applications and features available:
(
setting routing rules (eg using predictive wait time; or based on skill, workload, time, day or geography)
(
setting priorities

	b
Producing new and pre-defined reports

	c
Modifying system configuration parameters to optimise performance

	d
Identifying and reporting potential system enhancements


	Knowledge and Understanding (K & U)

	1
The functionality and impact of contact centre systems in use.
Expansion (functionality) — Systems used within the contact centre environment and the functionality they provide.  Systems include for example: Automatic Call Distributor (ACD), Customer Relationship Management (CRM), Computer Telephony Integration (CTI), Web Telephony Integration (WTI), Knowledge Management (KM), Integrated Voice Response (IVR) and Diallers.

Different systems will provide various functionality, typical examples of which are included below:
(
report design
(
contact metrics
(
transaction automation
· information manipulation and presentation
Expansion (impact) — The organisational implications of using contact centre systems:

(
effects of alterations to applications and systems

(
how data flows from one application or system to another

	2
The content and purpose of existing pre-defined reports.

	3
Content available for inclusion in new reports.

	4
How to design and create reports.

	5
The skills profile of the staff.

	6
System configuration parameters and their effects on system performance.
Expansion — Parameters that affect the performance of contact centre systems:

(
routing parameters (eg universal queues, agent groups, skills based routing, priorities, call blending)

(
predictive call queuing

(
event thresholds (eg time on call, abandoned calls, service levels)


Contact Centre Professionals SVQ — Level 3
Candidate Name:  _________________________

(Please Print Name)

Unit Title — DM6Y 04 Contact Centre systems and technology 3
Assessor Name:  ________________________


(Please Print Name)

	Support the use of contact centre systems and technology

	Ref

No.
	Evidence Description


	Skills and Techniques
	K & U

	
	
	a
	b
	c
	d
	1
	2
	3
	4
	5
	6

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	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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