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Contact Centre Operations SVQ — Level 2
Unit Title — DL7R 04 Develop personal and organisational effectiveness 2
	Skills and Techniques

	a
Selecting and participating in relevant development activities

Expansion — These are activities that will improve an individual’s and organisations capability to carry out the work:
(
learning or training activities (eg courses, job shadowing, on the job coaching; open learning; seminars, workshops)

(
reading manuals or journals

(
attending team meetings

(
having training needs analysed

	b
Using feedback to improve own effectiveness

	c
Working as part of a team

Expansion — Working effectively as part of a team:
· communicating effectively in a team setting
· contributing to team activities

	d
Identifying and reporting working practices that could be improved


	Knowledge and Understanding (K & U)

	1 
How personal attributes impact own effectiveness at work.
Expansion — 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 feedback on own effectiveness and development needs can be obtained and assessed.
Expansion — 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:
· self assessment

· formal and regular (eg customer surveys, service reports, appraisals by supervisors or managers, performance data)

· informal (eg verbally from colleagues or customers)

(
team meetings

	3 
Own personal development plan.

	4 
Own, and immediate colleagues roles and responsibilities at work.

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

	6 
Organisational aims and objectives relevant to self and immediate colleagues.
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	Develop personal effectiveness at work and contribute to improving working practices
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	Statement of Competence 
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