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Contact Centre Professionals SVQ — Level 3
Unit Title — DM71 04 Performance management 3
	Skills and Techniques

	a
Using specified team building techniques to improve team performance

Expansion — Fostering of team relationships to achieve performance targets:
(
listening to the ideas and suggestions of team members
(
prioritising team goals over individual interests
(
participating effectively in team goal setting
(
recognising barriers to effective teamwork and team development and communicating them in a constructive manner

	b
Contributing to change, performance and stress management for immediate colleagues

Expansion (change) — Managing and implementing change within the organisation:
· encouraging and coaching others to prepare for and accept change
(
documenting and tracking changes
(
communicating change information to relevant colleagues
(
contributing to the minimisation of any adverse effects of change on the organisation

Expansion (performance) — The delivery and management of employee performance (eg call monitoring, schedule adherence) appraisal process:
· measuring own performance against goals

(
contributing to measuring performance of peers or colleagues

(
agreeing own performance measures with appropriate persons

(
contributing to identifying peer or colleagues performance measures


Expansion (stress) — The recognition and management of measures to reduce stress in the workplace:
· identifying increased stress levels in self and others
(
implementing agreed stress reduction initiatives and monitoring results
(
setting achievable targets for staff and planning to avoid stress
(
maintaining performance while working under stress
(
applying stress coping mechanisms as needed

	c
Providing performance based feedback


	Skills and Techniques

	d
Contributing to employee retention 

Expansion — The identification and implementation of employee retention initiatives:
(
actively participating in company activities to address retention issues (eg workshops, feedback activities)
· seeking opportunities to identify colleagues work satisfaction on an informal basis
· taking active steps to ensure open communication
(
recognising factors affecting employee loyalty and attrition


	Knowledge and Understanding (K & U)

	1 
Factors affecting team development.
Expansion — The factors that impact development of teams:
(
what are the barriers to team development
(
how to balance team and organisational needs

	2 
Benefits of performance management.

	3 
Impact of change in working practices on self and immediate colleagues.

	4 
What factors can affect retention.


Expansion — The factors that influence employee retention:
(
performance goals
· career goals

· personal development plans

· individual understanding of how their performance contributes to meeting organisational needs

(
how to enhance employee loyalty
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	Contribute to the management of performance
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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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