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Contact Centre Operations SVQ — Level 2
Unit Title — DM6T 04 Contact Centre systems and technology 2
	Skills and Techniques

	a
Using the features of contact centre systems and technology

Expansion — Operating front end interfaces to use and understand the applications and features available:
(
controlling individual settings (eg recorded messages, basic dialler functions, tailored e-mails)
(
using available technology appropriately (eg text chat, VoIP, collaborative white boarding)


	b
Producing pre-defined reports


	Knowledge and Understanding (K & U)

	1
Functionality of available contact centre systems.
Expansion — 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:
(
dialler functionality
(
text chat
(
web functionality (eg VoIP, white boarding, collaborative browsing)
(
pre-defined report production

	2
The content and purpose of pre-defined reports.
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	Statement of Competence 

I confirm that all evidence (including knowledge and understanding), for the entire unit has been met:
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