
NVQ

Edexcel Levels 1 and 2 NVQs in
Contact Centre Operations

Edexcel Levels 3 and 4 NVQs for
Contact Centre Professionals

March 2005

Guidance to centres

Ed
ex

ce
l L

ev
el

s 
1 

an
d 

2 
N

V
Q

s 
in

C
on

ta
ct

 C
en

tr
e 

O
pe

ra
ti

on
s

Ed
ex

ce
l L

ev
el

s 
3 

an
d 

4 
N

V
Q

s 
fo

r
C

on
ta

ct
 C

en
tr

e 
Pr

of
es

si
on

al
s



Edexcel Limited is one of the leading examining and awarding bodies in the UK and throughout
the world. It incorporates all the qualifications previously awarded under the Edexcel and BTEC
brands. We provide a wide range of qualifications including general (academic), vocational,
occupational and specific programmes for employers.

Through a network of UK and overseas offices, our centres receive the support they need to
help them deliver their education and training programmes to learners.

For further information please call Customer Services on 0870 240 9800, or visit our website at
www.edexcel.org.uk

Authorised by Jim Dobson
Prepared by Sukhvinder Bhatnagar/Allen Kaye

All the material in this publication is copyright
© Edexcel Limited 2005



CONTENTS

Section 1: General information about NVQs 1
Introduction 1

What are NVQs? 1

NVQ levels 2

What is the unit structure of the Edexcel NVQs within Contact Centre Operations
and Contact Centre Professionals? 3

Unit structure 4

Section 2: Overview and structure of Edexcel Levels 1 and 2
NVQs in Contact Centre Operations and Levels 3 and 4 NVQs
for Contact Centre Professionals 7

Introduction 7

What is different about these NVQs? 7

Use of different levels within one qualification 7

Accreditation of Prior Achievement (APA) 7

Enhanced role for expert witnesses 8

Meeting local needs 8

Opportunities for streamlining portfolio production 9

Support materials 9

Which Edexcel NVQs in Contact Centre Operations and for Contact Centre
Professionals are available and who are they for? 9

What are the structures of the Edexcel NVQs in Contact Centre Operations and
for Contact Centre Professionals? 10

Section 3: Assessors and assessment 17
Introduction 17

What is assessment? 17

Roles in assessment 18

Approaches to assessment 19

Accreditation of Prior Learning (APL) and Accreditation of Past
Achievement (APA) 22



The five steps to assessment 22
Step 1: Plan and organise assessment 22

Step 2: Decide on the assessment methods 24

Step 3: Judge the evidence 24

Step 4: Record 25

Step 5: Provide feedback 26

Section 4: How should evidence be presented? 29

Section 5: Further information 32

Appendix A: QCA and Edexcel codes 38

Appendix B: Key skills mapping 40

Appendix C: Wider curriculum mapping 46

Appendix D: Candidate case studies 48

Appendix E: Job roles related to units 54

Appendix F: Observation 66
Observation record 69

Appendix G: Questioning 70
Record of questions and candidate’s answers 71

Appendix H: Witness statements 72
Witness statement 75

Appendix I: Record management systems 76



Guidance to centres – Edexcel Levels 1 and 2 NVQs in Contact Centre Operations
Edexcel Levels 3 and 4 NVQs for Contact Centre Professionals – Issue 1 – March 2005

1

Section 1: General information about NVQs

Introduction

This section gives you an overview of NVQs. Even if you are already familiar with the concept
of NVQs, please read this section, as it contains details of the changes to the unit format for
these NVQs and outlines other key changes. These key changes are detailed in Section 2.

What are NVQs?

NVQs are work-based qualifications that assess the skills and knowledge people need to
perform their job role effectively. The qualifications are based on National Occupational
Standards (NOS) and these standards define what employees, or potential employees, must be
able to do and know, how well they must do these things, and the circumstances in which they
have to use the skills or carry out the activities.

The standards are defined by Sector Skills Councils, which are made up of representatives from
the relevant industrial sector.

The organisation responsible for Contact Centre Operations and Contact Centre Professionals
National Occupational Standards is:

e-Skills UK
The Sector Skills Council for IT, Telecoms, Contact Centres
1 Castle Lane
London
SW1E 6DR

Telephone: 020 7963 8920
Fax: 020 7592 9138
Email: info@e-skills.com

Each NVQ is designed to fit into a broad qualifications framework, which allows for the
comparison of different qualifications in the UK and throughout Europe.

NVQs are open to every one. There are no entry requirements, no prescribed methods of
delivery, no time constraints for completion and no age limits. Candidates do not have to
achieve their NVQ all at once and unit accreditation is available for those wishing to achieve an
NVQ unit by unit over a period of time.

On occasions, special assessment arrangements may be needed in order to provide equal
opportunities to candidates with learning support needs. Further information on special
assessment arrangements can be found in Section 5.

NVQs are normally available at five levels, which reflect the range of technical and supervisory
skills, knowledge, and experience that employees should have as they progress in their industry.
An explanation of the levels is provided on the following page.

The Edexcel NVQs in Contact Centre Operations are available at Levels 1 and 2. The Edexcel
NVQs for Contact Centre Professionals are available at Levels 3 and 4.
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NVQ levels

Level Candidates must show their competence:

Level 1 in a range of activities that are largely routine and predictable.

Level 2
in a broader range of work activities that are less routine and predictable.
Their job role will need to have some autonomy and responsibility and may
require them to work as part of a team.

Level 3

by applying their knowledge and skills whilst carrying out a broad range of
varied work activities, most of which are complex and non-routine. Their job
role will have considerable autonomy or responsibility, and often require
them to manage others.

Level 4
through complex work activities which that require technical knowledge.
Their job role requires substantial personal autonomy and often requires them
to take responsibility for the work of others and for allocating resources.

Level 5

when carrying out activities in a wide range of situations, which are often
unpredictable. Substantial responsibility and autonomy is involved in the job
role, which requires deciding on the allocation of resources and the work of
others. It requires the use of complex skills such as analysis, design and
evaluation.
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What is the unit structure of the Edexcel NVQs within Contact Centre
Operations and Contact Centre Professionals?

In these NVQs, the standards are broken down into Areas of Competence (AoC) as set out in
the National Occupational Standards (NOS) for Information and Communication Technologies
and Contact Centres.

Each Area of Competence is defined at five levels and an Area of Competence at a particular
level is called a unit. These replace the performance indicators and range statements of previous
models.

The structure of a unit is set out in a diagram on the following page.

Apart from the change to the structure, there are other changes in these NVQs. The main
changes are:

• use of different levels within one qualification

• enhanced role for expert witnesses

• new rules about the use of simulation

• only the mandatory unit must now be completed in the workplace.

At each qualification level units can be assessed:

• wholly using evidence arising from the workplace or simulation

• by a combination of certificated knowledge and skills (from a recognised qualification or
employer training scheme) and workplace or simulation evidence.
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Unit structure

An example extract of a unit is shown below. This shows the structure.

The competent person
can:

This will involve applying
knowledge and understanding of:

This will involve effective
use of the following skills

and techniques.

L
ev

el
 2 Provide customer care by

establishing customer
relationships.

• uses of interpersonal
communication techniques.

• complying with
organisational
requirements.

More detail of each underlined phrase is
provided.

Interpersonal Communication Techniques

Level 2

• Active listening (eg summarising, paraphrasing, body language)

• Listening barriers (eg background noise, distractions, lack of concentration)

• Types of question (eg open, closed and probing).

Level 2 Customer Care

A Level 2 job role is likely to involve:

• the maintenance of a successful balance between customer
needs and the needs of the organisation

• communicating interpersonally on familiar subjects

• providing customer interaction

• providing service delivery and handling complaints

• gathering relevant customer satisfaction information.

A brief introduction to
the activities or
outcomes that are
involved.

A list of the
component skills
and techniques for
competent
performance.

A list of the
components of
knowledge and
understanding needed
to underpin
competence.

A summary of what a
competent person can
do at a level.

Unit title

Level plus Area of
Competence.
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Who is involved in NVQs?

A number of individuals and organisations are involved in NVQs. Their roles have been
designed to ensure that assessments are fair, accurate and consistent.

Who are they? What is their role?

Centres Organisations that offer NVQs
on behalf of Edexcel. They may
be schools, colleges,
universities, training providers
or employers.

• Are responsible for the quality of the
qualification. They must work within Edexcel’s
policies and guidelines, one of which is to
provide a realistic working environment
(RWE).

• Appoint assessors and internal verifiers.
Centres have a responsibility to ensure
competence of assessors, enabling trust to be
placed in their decisions, without the need to
insist on paper evidence to support every
assessment decision.

• Review, once a year, the operation of the course
and candidates’ performance (see ‘Review and
evaluation’ in Section 5).

Employers Employers may represent the
actual employer of an employee
who is being assessed or may be
a provider of work experience
opportunities to candidates who
are based in a centre.

Employees can be permanent or
temporary, paid or voluntary.

• Work with centres to define the training need
for an individual, negotiating or defining as
needed levels, options and pathways. The
agreed programme will depend upon the nature
of the business and the business needs as well
as the needs of the individual. Employers play a
key role in the delivery of NVQs.

• Work with assessors to support candidates by
providing training and work experience
opportunities during their NVQ.

• Provide assessment evidence through such
mechanisms as expert witness statements or
observations.

Candidates The people who want to achieve
the NVQ, eg employees or
voluntary workers.

• Need to show they can perform to national
standards in order to be awarded an NVQ or
NVQ unit(s).

Assessors The people who assess the
candidates and decide if they
have met the required standard,
eg supervisors.

• Judge candidates’ evidence of performance,
knowledge and understanding against the
national standards and decide whether they
have demonstrated competence.

• Work alongside candidates to guide them and
give them advice as to the most efficient and
effective ways to collect evidence and
demonstrate competence.
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Who are they? What is their role?

Internal
verifiers

People, eg supervisors, line
managers, visiting assessors,
appointed by centres who ensure
that assessors apply the national
standards consistently.

• Advise and support assessors and maintain the
quality of assessment in a centre.

• Sample assessments systematically to confirm
the quality and consistency of assessment
decisions.

• Ensure that assessors maintain accurate and
auditable records of assessments.

• Interrogate assessor judgements, but focus on
those critical features that distinguish the
competent from the not-yet competent.

External
verifiers

People appointed by Edexcel to
ensure that standards are being
applied uniformly and
consistently across all centres
offering the NVQ.

• Check the quality and consistency of
assessments, both within and between centres
by systematically sampling evidence.

• Make regular visits to centres to ensure they
continue to meet the approval criteria.

Edexcel Your awarding body, approved
by the regulator to offer
qualifications and awards.
Edexcel provides qualifications
throughout the world.

• Register candidates

• Issue candidates’ certificates so that employers
can be sure the qualification has been gained
after a rigorous and effective assessment
process.

Assessors, internal verifiers and external verifiers should have occupational expertise in the
NVQs they are assessing and verifying. The SSC will normally specify the level of occupational
expertise required, within the standards.

Assessors and verifiers are also expected to obtain an appropriate qualification in assessment
and verification. This can take the form of the A and V units (the national standards for
assessment and verification) or an alternative qualification that the SSC recognises.

Edexcel expects all assessors, internal verifiers and external verifiers to obtain the appropriate
‘A Units’, ‘V units’ or any SSC-recognised qualifications within 18 months of starting assessing
or verifying.

For further information please call Customer Services on 0870 240 9800, or visit our website at
www.edexcel.org.uk.
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Section 2: Overview and structure of
Edexcel Levels 1 and 2 NVQs in Contact
Centre Operations and Levels 3 and 4 NVQs
for Contact Centre Professionals

Introduction

Edexcel Levels 1 and 2 NVQs in Contact Centre Operations and Levels 3 and 4 NVQs for
Contact Centre Professionals recognise the skills, knowledge and understanding of candidates
and allows them to gain a qualification in the workplace that relates to their job area and
promotes good working practice. NVQs are designed to be assessed in the workplace, or in
conditions resembling the workplace.

Key changes to the specifications and guidance to centres were piloted through a group of
awarding bodies, LSC, QCA and e-Skills UK.

Within these NVQs, mandatory units must be assessed in the workplace, however optional units
can be assessed through simulation. Simulation must be carried out in conditions resembling the
workplace. These conditions are described as being a ‘realistic working environment’ (RWE).
For guidance on the use of simulation, see Section 3, page 17.

What is different about these NVQs?

New structure

In these NVQs, performance criteria and range statements have been replaced by a series of
Areas of Competencies and components. An Area of Competence at a particular level is called
a unit. For a diagrammatic view of the structure of a unit please see Section 1. The evidence is
tracked against the component detail only.

Use of different levels within one qualification

A key feature of this NVQ is the flexibility to customise training to meet employers’ specific
needs and to adapt the qualification to the individual’s skills levels. Participants will be able to
tailor each of the programme’s units according to their existing skills level, to fill skills gaps,
and to meet an employer’s need for particular expertise.

Each qualification must contain ‘Develop Personal and Organisational Effectiveness’ at least at
the level of the qualification and ‘Health and Safety in ICT and ‘Contact Centres’ at least at
Level 1. The particular circumstances of the candidate and employer may cause them to draw
upon other units at higher or lower levels in order to achieve the qualification.

Accreditation of Prior Achievement (APA)

A database of qualifications, which can be used to count towards achievement of these NVQs, is
being compiled by e-Skills UK, and will be available to assist centres to map candidates’
existing qualifications across to the National Occupational Standards. This is an extension of the
pre-existing arrangements for Accreditation of Prior Learning (APL).
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It is not possible, however, to apply the APA process to the mandatory units or any of the
import units.

Enhanced role for expert witnesses

Expert witnesses can now attest to performance within the workplace. They can include: line
managers, experienced colleagues, or individuals from outside the organisation such as
customers and clients. Expert witnesses must have at least two years managerial, supervisory or
training experience — drawn from within the context of the unit being assessed. They also need
to demonstrate a working knowledge of the standards, and demonstrate evidence of appropriate
continuing professional development.

In addition it would be desirable for expert witnesses to be working towards an appropriate unit
of competence in the assessment of work-based performance. If this is not the case, they must
hold a post that involves responsibility for the quality of work performed by the candidate.

Effective use of expert witnesses is encouraged in order to streamline the assessment process.

Meeting local needs

There are two ways that centres can adapt the content of the qualification to meet local needs
(MLN) of employers and candidates.

• Contextualise an existing unit.

• Use a sector specific unit.

• Develop a specialist or bespoke software unit.

Contextualising an existing unit

Existing units, such as Database Software are written in such a way that the components can be
evidenced in different contexts. Prior to making requests to use sector specific units or specialist
or bespoke software units centres are encouraged to check carefully whether such
contextualisation of an existing unit is possible.

As an example, if a bespoke stock control system was proposed as the basis of a unit, it is likely
that such a system is based on a database and that evidence could map across to the existing
database components without a new unit being created. This approach needs no approval from
Edexcel but assessors should check with their lead internal verifier to be sure that sufficient
evidence could be available to cover the unit requirements.

Use of a sector specific unit

The diversity of application and use of ICT in the context of a wider occupational role can be
reflected by the addition of an imported sector specific unit within a qualification.

A sector specific unit is an accredited unit from any suite of NVQs that is relevant to the
candidate’s job role. For example, a candidate working in a travel agency may wish to bring an
NVQ unit from the travel sector into their Edexcel NVQ for IT Users. Any sector specific unit
must be assessed according to the requirements of that sector’s assessment strategy and centres
must have approval to run such NVQ units.
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The level of any sector specific unit is determined by the qualification level that the unit is in the
original qualification and an allocated unit value as below.

Level Unit value

1 10

2 20

3 30

4 40

The availability of these units is at the discretion of Edexcel and centres should apply using the
forms for Meeting Local Needs within NVQs (NLN/NVQ) on the Edexcel website.

Opportunities for streamlining portfolio production

In addition to the encouragement and acceptance of the use of electronic portfolios, Edexcel
have provided key documents as electronic files that can be used by centres and candidates.
These documents can be completed and updated electronically and referenced to evidence that
is stored in its natural location without the need for physical duplication in a paper-based
portfolio.

Support materials

In addition to this guidance you will have the following available from the CD-Rom:

• Guidance to Candidates

• Assessment Guidance

• Logbook

• National Occupational Standards

• Recording Forms.

Which Edexcel NVQs in Contact Centre Operations and for Contact
Centre Professionals are available and who are they for?

Edexcel NVQs in Contact Centre Operations are available at Levels 1 and 2 and Edexcel NVQs
for Contact Centre Professionals are available at Levels 3 and 4. It is important that the most
appropriate overall level is selected for each candidate.

Individual job roles can vary significantly in the types of activity and also different roles need
different levels of skills for different aspects. The NVQ recognises this variety as optional units
can be drawn from different levels. The mandatory unit determines the overall level of the
qualification and the overall level of the job role must be consistent with this unit.

The levels are written to be inclusive of prior levels so there is no requirement for candidates to
provide evidence for lower levels, eg a Level 3 candidate does not need to provide evidence for
Level 1 or 2. The competence statements at Level 3 automatically subsume the competencies at
Levels 1 and 2.

Further information showing the differences in respect of job roles and units is given in
Appendix E. This information can be used to make decisions as to the combinations of AoCs
and levels (ie units) chosen to suit your needs.
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What are the structures of the Edexcel NVQs in Contact Centre
Operations and for Contact Centre Professionals?

The units are available at five levels but it is possible to mix units from different levels in any
one qualification.

Each unit is assigned a value according to its level and size and to achieve a full NVQ,
candidates must achieve a minimum total of unit values.

These minimum total unit values are:

• 40 for a Level 1 qualification

• 100 for a Level 2 qualification

• 180 for a Level 3 qualification

• 280 for a Level 4 qualification.

The unit values are listed on the following page. This facility to draw on units from different
levels is quite different from previous models.

Each Area of Competence can contribute to a qualification at one level only.

At least 60 per cent of the total unit values must be achieved at the level of the qualification.
These values (rounded) are as follows:

• 25 for Level 1

• 60 for Level 2

• 110 for Level 3

• 170 for Level 4.

A maximum of two units may be chosen from the restricted option list.

Candidate case study examples are provided in Appendix D.
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The table lists the unit values for each of the units.

Area of Competence titles Unit values

Level
1

Level
2

Level
3

Level
4

Level
5

Contact Centre Systems and Technology 10 20 30 40 50

Customer Care 10 20 30 40 50

Develop Personal and Organisational Effectiveness
(mandatory) 5 15 25 35 N/A

Direct Selling and Customer Acquisition in Contact
Centres 10 20 30 40 50

Health and Safety in ICT and Contact Centres
(mandatory) 5 N/A 30 40 50

Interpersonal and Written Communication 5 15 30 40 N/A

Performance Management N/A N/A 30 40 50

Remote Support for Products or Services 10 20 30 40 50

Staff Resource Planning for Contact Centres N/A N/A 30 40 50

Restricted option units

Sector specific unit 10 20 30 40 N/A

Various Supporting Learning and Development units
(Learning and Development NOS import units) N/A N/A 30 40 N/A

Various Managing People and Resources units
(Management NOS import units) N/A N/A 30 40 50

Various Managing Quality units (Management NOS
import units) N/A N/A 30 40 50

Various Project Management units (Project
Management NOS import units) N/A N/A N/A 20 25

Use IT Systems 5 15 25 N/A N/A

Use IT to Exchange Information 5 15 25 N/A N/A

General Uses of IT 5 15 25 N/A N/A

Use IT Software 5 15 25 N/A N/A

Internet and Intranets 5 15 25 N/A N/A

Email 5 15 25 N/A N/A

Word Processing Software 10 20 30 N/A N/A

Spreadsheet Software 10 20 35 N/A N/A

Database Software 10 20 35 N/A N/A

Note: Edexcel does not offer this qualification at Level 5, but candidates can access Level 5 units as part
of their Level 4 qualification.
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Mandatory (M), Optional (O) and Restricted Option (RO) units

Unit
number

Unit
level

Unit
value

Unit title Unit
status

150 1 10 Contact Centre Systems and Technology O
151 1 10 Customer Care O
153 1 5 Develop Personal and Organisational Effectiveness M
154 1 10 Direct Selling and Customer Acquisition in Contact Centres O
156 1 5 Health and Safety in ICT and Contact Centres M
157 1 5 Interpersonal and Written Communication O
129 1 10 Remote Support for Products or Services O
173 1 10 Sector specific unit RO
117 1 5 Use IT Systems RO
171 1 5 Use IT to Exchange Information RO
155 1 5 General Uses of IT RO
170 1 5 Use IT Software RO
106 1 5 Internet and Intranets RO
107 1 5 Email RO
108 1 10 Word Processing Software RO
109 1 10 Spreadsheet Software RO
110 1 10 Database Software RO
250 2 20 Contact Centre Systems and Technology O
251 2 20 Customer Care O
253 2 15 Develop Personal and Organisational Effectiveness M
254 2 20 Direct Selling and Customer Acquisition in Contact Centres O
257 2 15 Interpersonal and Written Communication O
229 2 20 Remote Support for Products or Services O
273 2 20 Sector specific unit RO
217 2 15 Use IT Systems RO
271 2 15 Use IT to Exchange Information RO
255 2 15 General Uses of IT RO
270 2 15 Use IT Software RO
206 2 15 Internet and Intranets RO
207 2 15 Email RO
208 2 20 Word Processing Software RO
209 2 20 Spreadsheet Software RO
210 2 20 Database Software RO
350 3 30 Contact Centre Systems and Technology O
351 3 30 Customer Care O
353 3 25 Develop Personal and Organisational Effectiveness M
354 3 30 Direct Selling and Customer Acquisition in Contact Centres O
356 3 30 Health and Safety in ICT and Contact Centres M
357 3 30 Interpersonal and Written Communication O
362 3 30 Performance Management O
329 3 30 Remote Support for Products or Services O
367 3 30 Staff Resource Planning for Contact Centres O
373 3 30 Sector specific unit RO

368 A 3 30 Identify Individual Learning Aims and Programmes (Import) RO
368 B 3 30 Agree Learning Programmes with Learners (Import) RO
368 C 3 30 Develop Training Sessions (Import) RO
368 D 3 30 Enable Learning Through Presentations (Import) RO
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Mandatory (M), Optional (O) and Restricted Option (RO) units

Unit
number

Unit
level

Unit
value

Unit title Unit
status

368 E 3 30 Enable Learning Through Demonstrations and Instruction
(Import)

RO

368 F 3 30 Enable Individual Learning Through Coaching (Import) RO
368 G 3 30 Enable Group Learning (Import) RO
368 H 3 30 Support Learners by Mentoring in the Workplace (Import) RO
368 I 3 30 Support and Advise Individual Learners (Import) RO
368 J 3 30 Monitor and Review Progress with Learners (Import) RO
368 K 3 30 Support Competence Achieved in the Workplace (Import) RO
359 A 3 30 Support the Efficient Use of Resources (Import) RO
359 B 3 30 Contribute to the Selection of Personnel for Activities

(Import)
RO

359 C 3 30 Contribute to the Development of Teams and Individuals
(Import)

RO

359 D 3 30 Lead the Work of Teams and Individuals to Enhance
Performance (Import)

RO

359 E 3 30 Respond to Poor Performance in Your Team (Import) RO
359 F 3 30 Facilitate Meetings (Import) RO
360 A 3 30 Provide Advice and Support for the Development and

Implementation of Quality Systems (Import)
RO

360 B 3 30 Carry Out Quality Audits (Import) RO
317 3 25 Use IT Systems RO
371 3 25 Use IT to Exchange Information RO
355 3 25 General Uses of IT RO
370 3 25 Use IT Software RO
306 3 25 Internet and Intranets RO
307 3 25 Email RO
308 3 30 Word Processing Software RO
309 3 35 Spreadsheet Software RO
310 3 35 Database Software RO
450 4 40 Contact Centre Systems and Technology O
451 4 40 Customer Care O
453 4 35 Develop Personal and Organisational Effectiveness M
454 4 40 Direct Selling and Customer Acquisition in Contact Centres O
456 4 40 Health and Safety in ICT and Contact Centres M
457 4 40 Interpersonal and Written Communication O
462 4 40 Performance Management O
429 4 40 Remote Support for Products or Services O
467 4 40 Staff Resource Planning for Contact Centres O
473 4 40 Sector specific unit RO

468 A 4 40 Identify Individual Learning Aims and Programmes (Import) RO
468 B 4 40 Agree Learning Programmes with Learners (Import) RO
468 C 4 40 Enable Group Learning (Import) RO
468 D 4 40 Support Learners by Mentoring in the Workplace (Import) RO
468 E 4 40 Support and Advise Individual Learners (Import) RO
468 F 4 40 Monitor and Review Progress with Learners (Import) RO
459 A 4 40 Contribute to Improvements at Work (Import) RO
459 B 4 40 Manage the Change in Organisational Activities (Import) RO
459 C 4 40 Manage the Use of Physical Resources (Import) RO
459 D 4 40 Manage the Use of Financial Resources (Import) RO
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Mandatory (M), Optional (O) and Restricted Option (RO) units

Unit
number

Unit
level

Unit
value

Unit title Unit
status

459 E 4 40 Select Personnel for Activities (Import) RO
459 F 4 40 Develop Teams and Individuals to Enhance Performance

(Import)
RO

459 G 4 40 Manage the Performance of Teams and Individuals (Import) RO
459 H 4 40 Respond to Poor Performance in Your Team (Import) RO
459 I 4 40 Deal with Poor Performance in Your Team (Import) RO
459 J 4 40 Facilitate Meetings (Import) RO
459 K 4 40 Chair and Participate in Meeting (Import) RO
460 A 4 40 Provide Advice and Support for the Development and

Implementation of Quality Policies (Import)
RO

460 B 4 40 Implement Quality Assurance Systems (Import) RO
460 C 4 40 Carry Out Quality Audits (Import) RO
463 A 4 20 Develop Operational Objectives for the Project (Import) RO
463 B 4 20 Develop a Detailed Schedule for the Project (Import) RO
463 C 4 20 Identify Perceived Risks and Evaluate Options for Their

Control (Import)
RO

463 D 4 20 Co-Ordinate, Monitor and Control Project Schedules (Import) RO
463 E 4 20 Control Hand-Over of Responsibility for the Project (Import) RO
463 F 4 20 Ensure the Completion of Project Activities (Import) RO
550 5 50 Contact Centre Systems and Technology O
551 5 50 Customer Care O
554 5 50 Direct Selling and Customer Acquisition in Contact Centres O
556 5 50 Health and Safety in ICT and Contact Centres M
562 5 50 Performance Management O
529 5 50 Remote Support for Products or Services O
567 5 50 Staff Resource Planning for Contact Centres O

559 A 5 50 Manage the Change in Organisational Activities (Import) RO
559 B 5 50 Manage the Use of Financial Resources (Import) RO
559 C 5 50 Determine the Effective Use of Resources (Import) RO
559 D 5 50 Select Personnel for Activities (Import) RO
559 E 5 50 Develop Teams and Individuals to Enhance Performance

(Import)
RO

559 F 5 50 Manage the Performance of Teams and Individuals (Import) RO
559 G 5 50 Delegate Work to Others (Import) RO
559 H 5 50 Deal with Poor Performance in Your Team (Import) RO
559 I 5 50 Chair and Participate in Meetings (Import) RO
560 A 5 50 Manage Continuous Quality Improvement (Import) RO
560 B 5 50 Implement Quality Assurance Systems (Import) RO
563 A 5 25 Develop Strategic Objectives for the Project (Import) RO
563 B 5 25 Identify and Evaluate Options for the Project (Import) RO
563 C 5 25 Prepare the Business Case for the Project (Import) RO
563 D 5 25 Prepare a Project Brief (Import) RO
563 E 5 25 Identify Strategic Risk and Evaluate Options for Minimising

Project Risk (Import)
RO
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Mandatory (M), Optional (O) and Restricted Option (RO) units

Unit
number

Unit
level

Unit
value

Unit title Unit
status

563 F 5 25 Develop Outline Programmes or Schedules for Projects
(Import)

RO

563 G 5 25 Specify Activities for Project Schedules (Import) RO
563 H 5 25 Review the Progress of Projects (Import) RO
563 I 5 25 Evaluate Projects (Import) RO

Notes

Restricted option units: candidates can take a maximum of two of these units.

Mandatory units: candidates must do the ‘Develop Personal and Organisational Effectiveness’ unit at
least at the level of the qualification and ‘Health and Safety in ICT and Contact Centres’ at least at
Level 1.

Import units: these import units are from other qualifications which can be taken in order to broaden the
skills. These have to be assessed according to the assessment strategy of the qualification they belong to.



16 Guidance to candidates – Edexcel Levels 1 and 2 NVQs in Contact Centre Operations

Edexcel Levels 3 and 4 NVQs for Contact Centre Professionals – Issue 1 – March 2005



Guidance to candidates – Edexcel Levels 1 and 2 NVQs in Contact Centre Operations 17
Edexcel Levels 3 and 4 NVQs for Contact Centre Professionals – Issue 1 – March 2005

Section 3: Assessors and assessment

Introduction

This section includes the assessment strategy for these NVQs (see also the Appendices) and
offers practical advice on all aspects of assessment, from planning assessment opportunities to
recording evidence. The guidance will help you to ensure that your assessment is effective,
rigorous and appropriate. The section outlines an approach to assessment based on good
practice. You may develop your own approach if you wish.

This guidance is written primarily for assessors and although extracts may be helpful if given to
candidates, separate Candidate Guidance is available.

What is assessment?

Assessment is the key to the achievement of NVQs. As an assessor, your role is vital in helping
your candidates to achieve their award and in ensuring that the requirements of the Occupational
Standards are met. You will need to be clear about what is meant by assessment and what you
are assessing.

In deciding whether a candidate should be awarded an NVQ, you will need to go through the
following stages:

• becoming familiar with the standards

• planning for assessment

• collecting evidence of the candidate’s performance

• judging the candidate’s evidence against the NVQ standards and making an assessment
decision

• recording the assessment decision.

Assessors play a vital role in helping candidates choose the right level and set of optional units
as well as achieve their award by ensuring that the requirements of the occupational standards
are met.

Candidates may begin their NVQ at any time provided the necessary preparations and plans
have been made.

There is no limit on the time a candidate may take to gain the whole qualification or individual
unit(s) other than that of the accreditation period. Some candidates will take longer than others,
depending on their understanding of the NVQ, their work setting and personal circumstances.
An assessor should therefore organise and arrange assessment appropriate to each candidate,
although there should be an agreed target date for completion.

It is important that the evidence submitted demonstrates current competence of the task being
assessed, particularly if the evidence is not current. There is no hard and fast rule about the age
of assessment evidence, evidence over two years old may not be sufficiently current. However
the assessor can still judge it to be valid because of the nature of the evidence.
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Roles in assessment

Before beginning the assessment process, both you and the candidate should be clear about your
roles.

Assessor’s role

The assessor must:

• use information from an initial assessment process and from an interview, then negotiate
with candidate and employer, if appropriate, which level and combination of optional units
is appropriate. Getting this part of the process right has a direct and positive effect on
retention and achievement rates. This process must include a discussion of candidates’ prior
qualifications and experience. APA is an important factor in this process. Relevant
qualifications on the National Qualifications Framework can be used as a type of product
evidence and used to reduce the need to collect evidence in the areas concerned.

• ensure that candidates understand what is expected of them, what is to be assessed and how
it is to be assessed

• ensure that expert witnesses and relevant staff from the workplace understand what is
expected of them, what is to be assessed and how it is to be assessed

• ensure that the conditions and materials required for assessment are available
• observe and record candidates carrying out the activities described in the standards —

records should say what has been observed, how it was carried out and what is
demonstrated. Further guidance regarding observation evidence is in Section 3 and in
Appendix F

• know who will act as an internal verifier
• question candidates and record their answers
• help candidates to gather and provide evidence — in particular to collect evidence that can

be used across units as well as within units
• judge evidence
• authenticate the evidence candidates provide
• record achievement
• identify gaps or shortfalls in candidates’ competence
• provide feedback to candidates on their performance and progress.

Candidate’s role

The candidate must:

• provide information as requested
• discuss with their assessor and employer if appropriate before any work is begun, to decide

the nature of the programme and which units they are working towards
• prepare for assessment by familiarising themselves with the standards, what is to be

assessed and how it will be assessed
• agree a timescale and plan for the collection of evidence with their assessor and appropriate

other individuals such as their manager or mentor
• carry out activities and/or answer questions
• gather and present evidence for assessment
• receive and act on feedback from the assessor.
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Approaches to assessment

Candidates may access assessment for NVQs through a variety of routes. These can include
through work (paid or voluntary), training programmes or a combination.

Work (paid or voluntary) — when candidates approach assessment through work it will
probably be the assessor’s job to help them plan the sequence of assessment, give feedback on
how they are performing and arrange for them to acquire any competence that is missing.

Training programmes — in these cases a series of educational or training events, linked to
assessment opportunities, will already have been planned. It will be the assessor’s job to
monitor how candidates are performing, assess their evidence and provide feedback on their
progress.

Unit order — although ‘Develop Personal and Organisation Effectiveness’ and ‘Health and
Safety in ICT and Contact Centres’ must be done, it is not recommended that these units are
done first. Centres are advised to check the detailed assessment guidance for these and the other
units.
Types of assessment methods

There are a number of assessment methods.

Observation

Observing performance is a common method used in assessing NVQs. Observation can be
organised in a variety of ways:

• continuously working alongside the candidate

• arranging to work alongside the candidate at specific times

• planning to visit when particularly relevant activities are scheduled

• arranging for particular activities to take place.

The candidate will be able to supplement direct observation of performance with other types of
evidence, eg personal statements or witness testimonies. It is also possible to use tape recordings
or other technologies to record performance, should your presence as an assessor not be
possible.

Observation by an assessor is considered to be the most valid and reliable method of assessment
and there will be many naturally arising opportunities for you to use this technique.

You should complete an observation record to show the internal and external verifier how you
reached a decision on the candidate’s competence during the observation.

See Appendix F for more details on observation.

Questioning

Candidates have to prove that they have the knowledge and understanding required for each
unit. They will often demonstrate this through the production of evidence, though in some cases
this will not be possible.

Questioning is the ideal way of proving whether or not the candidate has the necessary
knowledge and understanding. Questions can be asked in many forms such as short-answer
questions, through projects, multiple-choice tests, case studies, or assignments.

There may be more emphasis on questioning to prove knowledge in areas where evidence is
generated through practical working activities, and where there may be no product evidence. If
you are a visiting assessor, you might use questioning to prove the candidate’s competence and
the authenticity of the evidence.
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Questioning is a powerful means of checking the knowledge and understanding that lies behind
performance. It is also a useful tool for exploring why a candidate acted in a certain way, or to
identify what s/he would have done if circumstances had been different.

Questions, whether verbal or written, should not require candidates to apply their knowledge
and understanding in ways that are either more complex or more simplistic than is necessary to
meet the requirements.

Professional discussion

This can be seen as a special type of questioning whereby the assessor records the outcome of a
discussion with the candidate, typically based around some product evidence, to ensure
understanding of the activity and to extend the evidence to cover the component detail required.

Further guidance on questioning is provided in Appendix G.

Witness testimony

It is inevitable that you will not be able to observe everything candidates do. On such occasions,
statements (testimonies) from other people who have seen your candidates working can be
useful sources of evidence as they can describe each activity in detail. Generally, witness
testimonies are used to support other evidence. You should bear in mind that the strength of
evidence will vary, depending on the knowledge and expertise of the person providing the
testimony and you will have to take several factors into account when you make a judgement. It
may help if you think of a line from strongest to weakest.

Strongest Stronger Weaker Weakest

Professional worker
in senior position in
same type of work
with knowledge of
the standards.

Professional worker
in senior position but
with no knowledge
of the standards.

Colleague with equal
experience but no
knowledge of the
standards.

Person with
experience of the
workplace or
knowledge of the
standards.

For more guidance on witness testimonies please refer to Appendix H.

Knowledge tests

Some employers use knowledge tests, often delivered electronically, to assess an employee’s
knowledge and understanding of, for example, organisational procedure. Knowledge
components specified in the standards may be assessed by the use of such knowledge tests.

As with any knowledge test being used within an NVQ, assessors and internal verifiers must
ensure that:

• the knowledge being tested matches that specified in the NOS

• the assessment methodology used is robust and comparable to existing awarding body
practices.

The use of knowledge tests should be agreed in advance with the external verifier.

Product evaluation

This involves judging products candidates produce during the course of their work.
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Product evidence that candidates have generated during their work will be used a great deal. The
exact nature of this evidence will depend on what the candidate’s job entails. Certificates
showing achievement are also considered to be product evidence. As with other evidence,
copies of such evidence once seen and confirmed by the assessor, are not required for the
portfolio as long as the location of the evidence is clearly indicated in the tracking documents
and easily accessible by internal and external verifiers as required.

A number of items could be produced by candidates as evidence, for example: copies of records
or reports that candidates have compiled, letters and memos, minutes of meetings, leaflets or
booklets that provide information to clients, photographs, audio or videotape recordings of work
which candidates have carried out. Evidence can be left in its natural location as long as it is
referenced and accessible when needed.

Work products must be wholly or partially the result of work undertaken by the candidate. To
ensure authenticity, where necessary, a person in a position of responsibility who is able to
vouch that the products are the unaided work of the candidate should countersign the evidence.

Assignments and projects

Assignments and projects are also useful ways to collect evidence, however you should ensure
that you are not asking for a competence that is not required by the standards. For example, it
may not be necessary for the candidate to be able to write or design a project report in order to
satisfy the competence requirements.

Assignments and projects might be a useful way for candidates to track the course of their work
over a period of time and this could be structured to serve the purposes of specific
competencies. This method of collecting evidence is particularly appropriate for units that link a
series of activities such as planning, implementation and evaluation.

Simulation and realistic working environment (RWE)

Throughout the process, the emphasis is on the candidate being able to carry out real work
activities so assessment should ideally be carried out in the workplace itself.

On occasions, though, it might not be appropriate for you to assess a candidate while they are
working. Examples might be emergency or contingency procedures, for safety or confidentiality
reasons and/or where a candidate’s job role or situation does not cover all aspects of the
qualification.

In such instances, and if the candidate has no other means of generating evidence, simulation
might be appropriate.

The term simulation refers to the simulation of work tasks and activities — not to the use of IT.
Simulation is not permitted for the mandatory units but can be used for any or all of the
optional units.

Simulation is any structured exercise involving a specific task that reproduces real-life
situations. If simulation is used, particular care must be taken to ensure that:

• the conditions in which you are assessing the candidate mirror the work environment, ie it is
a realistic working environment

• the simulation allows candidates to demonstrate competence across the full unit
requirements

• the evidence generated is sufficient to convince you that the candidate has achieved the
required standard of competence and that they are capable of sustaining that performance.
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Where simulation is used it must be undertaken in a realistic working environment (RWE). A
realistic working environment is defined as:

• being based on a work task, activity or scenario that is sufficiently challenging for the level
concerned

• including a comprehensive range of skills, demands and constraints typical of those that
would be met in a real world context

• giving candidates access to people, equipment and materials that would be normal for the
tasks represented

• places candidates under pressures of time that would be normal in the workplace

• being replicable in order for opportunities for re-assessment to take place if required.

Accreditation of Prior Learning (APL) and Accreditation of Past
Achievement (APA)

In assessing candidates for an NVQ, evidence relating to past performance can be used as well
as that relating to current performance.

In recent years, the concept of APL has developed as a way of ensuring that the past experiences
and learning of mature people are recognised and validated. Nevertheless, it must be
remembered that NVQs are awarded on the basis of assessment of performance against
standards.

The competency based nature of NVQs means that evidence must always relate to performance,
not just knowledge. The evidence of such performance must always be valid and relevant to
specific standards.

An extension of the concept of APL now allows candidates to submit evidence for APA.
Specific qualifications have been mapped across to the NVQ units and can be taken in place of
some knowledge and understanding evidence. E-Skills UK is developing a database to show
these mappings to the NVQ, which will be found on the Edexcel and e-Skills UK websites.

It is not possible, to apply the APA process to the imported units or the following mandatory
units:

• Develop Personal and Organisational Effectiveness

• Health and Safety in ICT and Contact Centres

The five steps to assessment

If you follow the five steps identified, you should be able to ensure that your candidates move
efficiently and effectively towards achievement of their NVQ. You should also develop a robust
and effective system for record management.

Step 1: Plan and organise assessment

You should make sure that candidates receive guidance before they start an NVQ. They need
advice to ensure that their existing job remit, skills, experience and plans for progression are
matched to the NVQ selected. It does not have to be you, as the assessor, who carries out the
matching exercise. This part of the process is often carried out during induction, but whoever
has responsibility for it should ensure that the assessment opportunities available to the
candidate are also considered.
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These NVQs do allow candidates to build a qualification using Areas of Competence at
different levels and this means that the initial assessment is more important than usual. You will
need to consider the level of prior and required competence for each of the areas of competence
rather than only estimating it overall for the whole qualification.

You will need to work out how much time you and your candidate are able to devote to the
NVQ. If possible, try to agree sessions in advance and stick to them and remember that you
need to allow for review and evaluation sessions in addition to assessments. Once this is agreed
you can begin planning.

There are two levels of planning:

• the overall plan when you and your candidate look at the whole qualification and set targets
for achievement

• individual plans for assessment.

Overall assessment planning

It is good practice for you to agree an overall assessment plan with your candidate.

An overall assessment plan should include:

• the overall programme for assessment, identifying how and when each part of the NVQ will
be assessed

• target dates for completing each unit. There are no time limits on the amount of time a
candidate can take to complete a unit or an NVQ, but target dates will motivate candidates
and help you to monitor progress

• how you are going to give feedback to the candidate

• what happens if there is a disagreement between the candidate and yourself.

Producing an overall assessment plan is the ideal time for you and your candidate to identify
opportunities for integrating assessment. This is when a piece of evidence generated from one
activity is used to prove competence across different units. To reduce the assessment burden on
you and your candidate you will need to maximise the opportunities for integration.

Through producing the overall plan, you may also identify job activities the candidate currently
performs that match aspects of the standards and can plan to assess them immediately.

You may also identify evidence from past achievement that can be used (see ‘Accreditation of
Prior Learning (APL) and Accreditation of Prior Achievement (APA)’). If the candidate is
providing evidence from the workplace, their job role may mean they are not able to cover all
the standards during the normal course of their work. You may need to create new
opportunities, such as arranging for your candidate to move to a different department so that
different activities can be performed or different skills used. Alternatively you could plan a
simulated activity to cover the evidence required for optional units. The candidate might also
need to attend a college or training course to fill in any gaps.

You may need to reassure your candidate at this stage. Many candidates feel overwhelmed by
the apparent amount of evidence they will have to produce, but they will need to realise that
with effective planning the process can be made much easier and they will be more likely to
succeed.

Individual assessment planning

You and your candidate will need to plan each individual assessment carefully. You will need to
decide the methods you will use to carry out the assessment, where and when the assessment
will take place and who will be present. You should agree an assessment plan that specifies the
tasks to be carried out, the time they will take and the parts of the standards that will be covered.
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Although you need to plan carefully what you are expecting to assess, always be prepared to
allow candidates to provide additional evidence if the opportunity arises.

There is no limit to the time it takes for a candidate to complete a unit or NVQ, however, you
and your candidate should still set target dates for completing each unit. In reaching agreement,
you should take into account the candidate's job or training programme.

Step 2: Decide on the assessment methods

The methods of assessment you use should be valid, reliable and practicable.

• By valid we mean that the assessment should be appropriate to the standards.

• By reliable we mean that the assessment method should ensure consistent results when used
with different candidates, different assessors and on different occasions.

• By practicable we mean that the method should ensure that assessment takes account of
available resources, equipment and time.

As an assessor, it is your responsibility to familiarise yourself with the standards you will be
assessing. In doing so, you will be able to identify what skills need to be demonstrated and the
types of evidence that a candidate needs to generate in order to complete all of the units needed.

Once you are familiar with the components and assessment guidance for all the units you will
find it easier to decide what is acceptable evidence and how the candidate should produce it.

You and your candidate must agree methods of evidence collection that are most appropriate to
the candidate’s work setting and patterns.

Step 3: Judge the evidence

The following criteria must be used when evaluating if a piece of work can be put forward as
evidence, including supporting evidence.

• Relevance: the degree of ‘match’ between the item of evidence and the required
components for a unit. If the evidence does not match, it is not relevant.

• Validity: the evidence must relate to a specific part of the NVQ standards.

• Authenticity: the evidence must be the work of your candidate as an individual and not that
of someone else or a group of people. You may require confirmation of this from the
candidate’s professional colleagues.

• Currency: the evidence must show the present ability of the candidate to perform to the
national standards. You should judge the acceptability of evidence from the past by the
length of time that has elapsed since the performance described took place. Such
judgements should take into account the ‘perishability’ of the skill involved, as well as
‘watershed’ or ‘landmark’ occurrences in the sector, such as changes in the law or
philosophy of practice. (If the competence is demonstrated in a skill test or simulation, then
it becomes evidence of current competence rather than evidence from the past.)

• Quantity: the evidence must cover all the performance and knowledge requirements laid
down in the standards. Use the assessment guidance provided for each unit to help ensure
this aspect of the requirement.

• Variety: there may be evidence of performance in differing contexts or situations, but it is
not necessary for candidates to show competence more than once unless you feel it to be
necessary to cover the component detail.
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You have to be certain that the candidate has demonstrated competence. Even though all the
components have to be met, you should concentrate on the component when making judgements
about sufficiency as they describe what is required. It is not necessary to observe each
component several times but it is necessary to record all of the evidence that has been taken into
account so that it can be identified by internal and external verifiers if necessary. Evidence will
have different values — some will leave you in no doubt about competence, whilst in other
cases you may need to ask for further evidence before you are confident about consistency of
performance.

The standards also specify that candidates provided evidence that they have knowledge and
understanding. Candidates’ knowledge might be determined either by questioning them on the
subject matter, or through validated evidence from recognised educational and training courses.
It can also be revealed in performance evidence generated during your observations of the
candidate. You should feel confident that candidates have a broad and firm enough
understanding to be able to sustain the competence demonstrated through performance
evidence.

Candidates will need to be clear about the knowledge requirements for each unit. You should
encourage your candidates to read and study each unit as a whole so that they become familiar
with the standards.

Candidates should also be able to cross-reference their evidence although a separate index of
evidence may not be required if the candidate is storing the unit tracking sheets electronically.
Some candidates may need considerable support and guidance to interpret the standards,
especially in the early stages of preparing for assessment. Once they become familiar with the
format of the standards, candidates should find it much easier to progress through their
qualification.

The judgement of whether or not your candidate understands and applies the knowledge
evidence is linked to your judgement of their performance.

Step 4: Record

For each unit, you should ensure that there is a verifiable record of:

• the assessment activities carried out, showing the methods used and evidence produced

• the date and people involved in the assessment

• your judgement of the candidate’s competence

• the location of each piece of evidence.

The record sheets provided in the candidate’s portfolio will allow all of this information to be
recorded and we recommend their use. However, your centre may use its own recording
documentation. This is acceptable as long as it contains all the required information and is
passed by your external verifier as fit for purpose.

Insufficient evidence

Where insufficient evidence has been presented or the candidate has not met the component
requirements at the end of the targeted assessment period, you should indicate that the candidate
is not yet competent. Feedback to the candidate must provide the reason why this decision has
been made and this should be recorded.
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Step 5: Provide feedback

Your candidate will need to be clear about your judgements of their performance and the
reasons for them. It is important that time should be set aside for feedback.

Decisions on competence should be given to the candidate, as soon as it is practically possible
after the observation, so that both assessor and candidate can remember the performance. It is
important to choose a confidential, non-threatening environment, which should be specifically
considered at the planning stage. It is also important to remember that the focus of the session is
the candidate; the assessor’s role is to judge performance objectively against national standards
(no more and no less) and to support the candidate to move forward. You need to ensure that:

• The use of jargon should be avoided.

• Terminology relevant to the occupation should be used at the appropriate level to that in the
standards.

• Language should be professional and objective.

• The pace should be suited to the candidate and the possibility of needing additional time
should be borne in mind at the planning stage.

• You using body language in a supportive manner, and for nervous or insecure candidates it
is critical. It is also important that the assessor maintains a professional distance.

Interviewing techniques, including active listening, should be a key personal development target
for all assessors. A useful tip is to sit beside the candidate rather than opposite them. This
reduces the potentially confrontational feel of the session and enables both parties to look at the
standards and any evidence together. Let candidates explain in their own words, rather than
correcting them or finishing sentences for them, and allow silences into which they can add their
thoughts.

Verbal feedback to the candidate helps them to understand the rationale for your decision but
must be specifically related to the standards assessed. The assessor should emphasise the
positive aspects of the performance, giving praise where due and involve the candidate in
identifying and exploring the less positive aspects.

It is good practice to start by asking the candidate what they thought of their own performance,
to engage them in the process. More often than not, candidates will be more critical of
themselves than the assessor. If their evaluation is at odds with your view, it may be helpful to
go through the standards with them. Clearly, it is important to try and secure agreement,
otherwise the candidate will not trust the process, and may be unlikely to commit to any further
development. The candidate may appeal.

Both external and internal verifiers will monitor live candidate assessment, and should focus on
the quality of the feedback given to the candidate and the accuracy of the decision.

In summary, feedback should:

• be at a pace suited to the candidate

• involve the candidate in self-assessment/evaluation

• be as clear and as concise as is reasonable

• be given using appropriate and meaningful language and terminology

• be relevant to the standards and the performance

• be objective and professional
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• be constructive not destructive

• be agreed with the candidate

• be recorded.

Finally, it is always good motivational practice to end a feedback session on a positive note. The
candidate should leave understanding how they have performed in terms of the national
standards, knowing what they need to do to remedy any shortfalls having agreed the next action
to be taken with the assessor.

Above all, candidates should have confidence in the assessment process and feel that the
observation allowed them to perform to the best of their abilities.

Disagreement

Your centre will have an appeals procedure for candidates to use if they disagree with an
assessment decision you have made. You should make sure you are familiar with the procedure
and also that candidates know how to use it.

The appeals procedure should make it clear how complaints will be dealt with and what the
outcomes might be.

As an assessor, you should make sure that you have a route through which you also can express
your concerns and reservations, whether these are about working with a particular candidate or
an aspect of the standards and assessment method.
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Section 4: How should evidence be
presented?

While some assessors and their candidates will choose alternative methods of gathering and
presenting evidence, some will continue to use the traditional portfolio as the vehicle to
demonstrate competence. The information presented here is for guidance only and is acceptable
for centres to devise their own systems as long as they enable the external verifier to check that
all standards have been met.

Candidates and centres may choose between a range of models for the storage of evidence and
the portfolio with its tracking sheets and forms.

Edexcel provides the following on a CD-Rom:

a Full sets of all units in Microsoft Word format — these files can be printed and then
completed individually by hand to support a purely paper based tracking system.
Alternatively these files can be completed electronically and stored on secure networks,
CDs or other storage devices.

b Other forms such as summary sheets, witness statements, observation records etc are
provided in Microsoft Word format. These can be amended and personalised by the centre
as needed and either printed and used in the traditional way or stored as electronic files.
These forms are part of this guidance document but are also provided separately for ease of
use.

The decision as to which format and type of portfolio is used is left to the centre and will
depend on the conditions and facilities available. If centres wish their candidates to store all of
their files electronically, then special care needs to be taken in respect of backups and security.
Arrangements with your external verifier will need to be confirmed if you intend sending files
by email to check the authenticity of the e-mail signatures. There will always be a need for some
paper, in particular to ensure that there is a signing of an Authenticity of Evidence statement
by the candidate.

To avoid duplication, it is best to simplify the structure of the portfolio. They must contain the
following.

• ‘Qualification summary and sign off’ form showing the units undertaken with a signing off
facility by assessors and verifiers. This form incorporates the required authenticity
statement.

• Candidate declaration of evidence authenticity.

• Witness status list and sample signatures.

• Unit tracking sheets.

• Unit evidence. This might be evidence presented as a paper portfolio with copies of the
evidence but candidates are encouraged to leave easily accessible evidence in its natural
location rather than duplicating it in their portfolios. Alternative models can be adopted by
centres including storing the evidence and unit summary sheets as electronic files. It is
advised that you should not separate out evidence for each unit since this leads to
duplication and a tendency to miss the relevance of evidence across units.
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In addition it would also be of value to include the following:

• candidate personal profile — a CV or similar helps you the assessor, the internal verifier
and external verifier to understand the candidate’s background, where they work, and the
potential for other evidence sources, eg part-time, voluntary work or leisure pursuits

• a job description, or summary of duties undertaken. This might also include an
organisational chart or description showing the candidates role in their relation to colleagues
and/or managers.
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Section 5: Further information

How does an organisation become a centre to offer NVQs?

An organisation can offer NVQs either by becoming a registered centre in its own right or by
working with an organisation that already has this status.

A centre is responsible for ensuring that internal quality control mechanisms are in place. A
centre needs to:

• develop a physical resource within the centre that addresses the needs of candidates

• select and train assessors and internal verifiers according to the relevant Sector Skills
Council specifications

• provide appropriate assessment opportunities for candidates, eg a suitable number at
suitable times

• provide candidates with copies of the units appropriate to their qualification

• provide assessors and internal verifiers with copies of the National Occupational Standards.

Details of approval procedures are available from Customer Services on 0870 240 9800, or visit
our website at www.edexcel.org.uk.

Review and evaluation

The effective development of the programme depends on a full review of its operation and of
candidate performance. The review should be structured to allow all interested parties
(candidates as well as staff) to contribute. The review should evaluate:

• success in meeting, and the continuing relevance of, the aims of the programme

• previous action plans

• admission, induction, advice and exit arrangements

• the programme of activities and arrangements for all candidates

• the assessment strategies and methods used by the centre

• resource needs and availability of the resources available to candidates

• the relevance, currency and effectiveness of support materials

• the external verifier’s comments

• future resource requirements, including staff development.

A review should take place at least once during each programme. A report and action plan
describing the findings and actions to be taken should be produced after each review.

Registration

Every candidate must be registered with an assessment centre that is approved to deliver the
appropriate Edexcel NVQ.

To register, candidates should complete an Edexcel registration form (available from your
centre contact, or Entries and Certification, Edexcel, One90 High Holborn, London, WC1V
7BH). The form should be returned to Edexcel via the candidate’s centre contact. Edexcel will
register candidates, and issue them with an enrolment number. Candidates should check this and
ensure all their details are correct. The notification will show their name as it will appear on any
certificate they receive. Any corrections should be communicated to Edexcel immediately.
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An initial registration fee has to be paid to Edexcel at this stage. Each assessment centre will
have its own procedures for this, and should clarify with candidates what payments, if any, they
will have to make, and when.

Candidate entries

Candidate entries for NVQs will be accepted on a group award or unit-by-unit basis.
In most cases, candidates will be entered for a group award, as well as for the component units.
If you enter a completion date for the group award, you need not enter the completion date for
the component units (providing the completion date is the same) as verification will be carried
out on the whole-group award.
All NVQ entries will need to be processed 10 weeks before the end of the month you have given
as the completion date.

Please note that for NVQ units and group awards there is no discretion in the application of the
10-week rule. We, like all other NVQ awarding bodies, are required to operate this rule to
comply with the national criteria for accreditation as an awarding body. This means that no
NVQ certification can take place until the 10-week period has elapsed.
Certification process

To enable candidates to receive their qualification efficiently, it is essential that you are familiar
with the certification procedures used by Edexcel.
Once a unit has been achieved and the unit achievement form countersigned by the internal
verifier, the centre contact should register this with Edexcel.

Details of the candidate’s achievement will be entered in our records, and we will issue a
‘Record of Achievement’. This will be sent to the centre contact to be passed on to the
candidate.
When the candidate has achieved all the required units, we will issue the NVQ certificate and
send to the centre.
Centre contacts should be aware of Edexcel requirements. For example:
• the relevant forms and documents, and how to complete them
• the accredited centre number and relevant contacts
• appropriate Edexcel contacts
• how long certifications take to process.

Your centre should inform all assessors and internal verifiers of the administrative procedures
used before assessment of candidates begins.
All assessors should ensure that there are full records of assessment and related evidence
available for inspection by the external verifier. Such inspection is part of the external verifier’s
role, to ensure that the accredited centre is maintaining quality standards.
If there is a problem

Should a Record of Achievement or certificate not arrive when expected, the centre should
contact Edexcel and have available:
• the candidate’s enrolment number
• the centre’s registration number
• the name and number of the scheme and qualification that the candidate has entered.
This ensures that the correct records can be accessed as quickly as possible.



34 Guidance to centres – Edexcel Levels 1 and 2 NVQs in Contact Centre Operations
Edexcel Levels 3 and 4 NVQs for Contact Centre Professionals – Issue 1 – March 2005

Payment of fees

Edexcel will invoice the assessment centre for all fees due, both for registration of new
candidates and certification of candidates’ achievements. The assessment centre is responsible
for paying these fees to Edexcel and for making its own arrangements to claim any fees due
from candidates or their employers.

Anti-discriminatory practices

As part of the approval process, centres are required to ensure that they have an equal
opportunities policy that covers all aspects of assessment including access to assessment and
taking into account the timing and frequency of assessments. Internal verifiers have a key role in
their work with assessors to ensure that assessments do not discriminate against any candidates.

All centres should publish an appeals procedure, which must be made available to
teachers/tutors and candidates.

Special assessment arrangements

Edexcel’s policy on Access Arrangements and Special Considerations for BTEC and Edexcel
NVQ qualifications aims to enhance access to the qualifications for learners with disabilities and
other difficulties (as defined by the Disability Discrimination Act 1995 and the amendments to
the Act) without compromising the assessment of skills, knowledge, understanding or
competence being measured.

Further details are given in the policy Access Arrangements and Special Considerations for
BTEC and Edexcel NVQ qualifications, which is on the Edexcel website (www.edexcel.org.uk).
This policy now replaces the previous Edexcel policy concerning learners with particular
requirements, Assessment of Vocationally Related Qualification: Regulations and Guidance
relating to Learners with Special Requirements (2002).

Candidates with a physical disability, a sensory impairment, a specific learning difficulty, or a
temporary disability at the time of the assessment may be eligible for special assessment
arrangements.

Special assessment arrangements are intended to enable candidates to demonstrate their level of
competence in relation to the standards. They are not intended to compensate for lack of
competence and should not:

• give an unfair advantage to candidates

• reduce the validity and reliability of the assessment or compromise the credibility of the
award

• mislead users of Edexcel certificates about candidates’ competence.

It is important to note that where special assessment arrangements are applied, they may result
in an amended certificate being issued. Any requests for special assessment arrangements need
to be submitted to Edexcel at the earliest possible date and separately from the entry itself.

Enhanced quality control of assessment

Four measures have been identified to enhance the quality control of assessment:

• definition of the sampling strategy

• verification planning

• risk analysis

• the Awarding Body Forum.
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Awarding bodies are required to operate comprehensive strategies for the external verification
of assessment procedures, processes and outcomes. Specific elements to be included in their
methodologies are given below.

Sampling strategy

External verifiers must ensure that they observe a sample of assessments and assessors, as well
as examining candidate portfolios and interviewing candidates, expert witnesses, assessors and
internal verifiers, as agreed with the regulatory authorities.

Where the mandatory units are the only units for which actual work-based evidence is available,
these should be prioritised for external verification.

The external verifier, not the centre, will determine which assessments, candidates, expert
witnesses, assessors and internal verifiers are to be sampled.

External verification planning

Centre assessment plans, recording forms and systems must be made available on request to the
external verifier. The external verifier must be informed in advance:

• if the centre wishes to use simulations

• if the centre wishes to use knowledge tests.

In addition, where expert witnesses make a significant contribution to the assessment process,
the register of all accepted expert witnesses will be reviewed as part of the external verification
process.

Risk analysis

Awarding bodies are required to identify and quantify risks associated with NVQ assessment
and verification processes and to determine corrective actions to eliminate or reduce these risks.

All external verification reports and other data relating to a centre should be evaluated by the
awarding body and any risks relating to quality control assessed. External verification,
monitoring and control arrangements should be put in place as appropriate for each centre’s
level of risk.

Awarding bodies are required to state that they are complying with the relevant regulatory
authority guidance on assessing and managing risk.

What else you should read

The following publications provide additional information that is directly relevant to the
provision of NVQs:

Publication code

• Edexcel Policy Framework revised annually

• Information Manual revised annually

• Recording Achievement for NVQs 80-094-2

• The Accreditation of Prior Learning (APL) 80-092-0
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To order these publications, please contact:

Edexcel Publications
Adamsway
Mansfield
Nottinghamshire
NG18 4FN

Telephone: 01623 467467
Fax: 01623 450481
Email: publications@linneydirect.com

All contact information on printed materials can be obtained from
http://enquiries.edexcel.org.uk or from the website www.edexcel.org.uk.

For further information about these or any other Edexcel qualifications, please contact Customer
Services on 0870 240 9800.

The standards have been produced by the Sector Skills Council and are available from:

e-Skills UK
1 Castle Lane
London
SW1E 6DR

Telephone: 020 7963 8920
Fax: 020 7592 9138
Email: info@e-skills.com
Website: www.e-skills.com

The standards have been written in a user-friendly way to give as much guidance as possible to
candidates, assessors and centres.



Guidance to candidates – Edexcel Levels 1 and 2 NVQs in Contact Centre Operations 37
Edexcel Levels 3 and 4 NVQs for Contact Centre Professionals – Issue 1 – March 2005



38 Guidance to centres – Edexcel Levels 1 and 2 NVQs in Contact Centre Operations
Edexcel Levels 3 and 4 NVQs for Contact Centre Professionals – Issue 1 – March 2005

Appendix A: QCA and Edexcel codes

QCA codes

The QCA National Qualifications Framework (NQF) code is known as a Qualification
Accreditation Number (QAN). Each unit within a qualification will also have a QCA NQF unit
code.

The QCA qualification and unit codes will appear on the learner’s final certification
documentation.

The QANs for the qualifications in this publication are:

100/4761/X Edexcel Level 1 NVQ in Contact Centre Operations

100/4762/1 Edexcel Level 2 NVQ in Contact Centre Operations

100/4762/3 Edexcel Level 3 NVQ for Contact Centre Professionals

100/4764/5 Edexcel Level 4 NVQ for Contact Centre Professionals
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Appendix B: Key skills mapping

Signposting of key and core skills

The following tables are intended to indicate the broad potential for key and core skill coverage
in each Area of Competence (AoC) by the applicable AoC Levels 1 to 5 and by key skill
Levels 1 to 4 and core skill levels: Access 3, Intermediate 1, Intermediate 2 and Higher 4.

For example, in Table 1 the AoC ‘Staff Resource Planning for Contact Centres’ at Level 5 is
deemed to provide potential coverage of each key skill as follows:

Communication up to Level 4

Application of number up to Level 3

Information technology up to Level 4

Working with others up to Level 4

Problem solving up to Level 4

Improving own learning and performance up to Level 4

Personal skills development at Level 5

In each instance the potential skill level has been determined by comparing the AoC statements
of competence, knowledge and understanding, skills and techniques at each level with the
respective evidence requirements of each key skill. This method of working, which has been
used in all previous key and core skill signposting exercises, is based on the assumption that key
and core skill evidence should be produced as a natural consequence of the activities inherent in
the National Occupational Standards.

In past circumstances where a direct quantitative relationship could be identified between the
evidence requirements of the key and core skill and the evidence requirements of an
occupational unit the potential for skill coverage could be established with a high degree of
confidence. In the current circumstances and given the information structure of the AoC it is
more appropriate to treat each skill level as a single package.

One important consequence of treating each skill as a single package is to merge the key and
core skills to the extent that, for the purposes of this exercise, there is no difference in potential
coverage.

It should be noted therefore that potential coverage (P) should be regarded as a relatively
general indication of where the opportunity to demonstrate some or all parts of a particular skill
are likely to be found.

Communication

It is considered that this group of AoCs will provide ample opportunities to demonstrate the full
range of communication skills up to the strategic requirements of key skills Level 4 and core
skills Higher.

Application of number/numeracy

It can be inferred that the AoC ‘Staff Resource Planning for Contact Centres’ will provide some
opportunities to handle numerical data although the full key skills and core skills requirements
are unlikely to be found.

Information technology

The amount of information gathering and data-handling skills inherent in the majority of this
group of AoCs should provide ample opportunities to demonstrate some aspects of the key
skills and core skills IT Skill requirements up to key skills Level 4 and core skills Higher.
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Working with others

The ability to work with, and interact with others is a central feature of this group of AoCs and
should provide comprehensive coverage of the key skills and core skills requirements.

Problem solving

The application of the skills and techniques required for this group of AoCs imply an
environment where problem solving is a constant ongoing activity. There would appear to be
ample opportunity to demonstrate all aspects of the key skills and core skills requirements.

Improving own learning and performance (key skill only)

The activities of self-appraisal, reviewing learning and performance at all skill levels are
comprehensively covered in the AoC ‘Develop Personal and Organisational Effectiveness’. It is
probable that this AoC would readily generate ample evidence to demonstrate this skill up to
key skills Level 4.

Personal skills development (key skill only)

The AoCs ‘Contact Centre Systems and Technology’, ‘Customer Care’, ‘Customer
Relationships’, ‘Direct Selling and Customer Acquisition’, ‘Performance Management’,
‘Remote Support for Products or Services’ and ‘Staff Resource Planning for Contact Centres’ at
Level 5 each provide comprehensive evidence for communication, working with others and
problem solving at key skills Level 4. This combination of strategic level activity indicates that
significant evidence to support key skills personal skills development at Level 5 should be
available.
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Table 1: Standards for Contact Centres — signposting of key skills

QCA key skill Communication Application of
number

IT Working
with others

Problem
solving

Improving own
learning and
performance

Personal skills
development

Skill level 1 2 3 4 1 2 3 4 1 2 3 4 1 2 3 4 1 2 3 4 1 2 3 4 5

Area of Competence
and level

1 P P P
2 P P P P
3 P P P P
4 P P P P

Contact Centre
Systems and
Technology

5 P P P P P
1 P P P P
2 P P P P
3 P P P P
4 P P P P

Customer Care

5 P P P P P
1 P P P P
2 P P P P
3 P P P P

Develop Personal and
Organisational
Effectiveness

4 P P P P
1 P P P P
2 P P P P
3 P P P P
4 P P P P

Direct Selling and
Customer Acquisition

in Contact Centres
5 P P P P P
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QCA key skill Communication Application of
number

IT Working
with others

Problem
solving

Improving own
learning and
performance

Personal skills
development

Skill level 1 2 3 4 1 2 3 4 1 2 3 4 1 2 3 4 1 2 3 4 1 2 3 4 5

1 P P P
3 P P P
4 P P P

Health and Safety in
ICT and Contact

Centres 5 P P P
1 P P P
2 P P P
3 P P P

Interpersonal and
Written

Communication
4 P P P
3 P P P
4 P P PPerformance

Management 5 P P P P
1 P P P P
2 P P P P
3 P P P P
4 P P P P

Remote Support for
Products or Services

5 P P P P P
3 P P P P P
4 P P P P P

Staff Resource
Planning for Contact

Centres 5 P P P P P P



44 Guidance to centres – Edexcel Levels 1 and 2 NVQs in Contact Centre Operations
Edexcel Levels 3 and 4 NVQs for Contact Centre Professionals – Issue 1 – March 2005

Table 2: Standards for Contact Centres — signposting of core skills

SQA core skill Communication Numeracy IT Working with
others

Problem
solving

Skill level
A3: Access 3
I1:  Intermediate 1
I2:  Intermediate 2
H:  Higher

A
3

I1 I2 H A
3

I1 I2 H A
1

I1 I2 H A
3

I1 I2 H A
3

I1 I2 H

Area of Competence
and level

1 P P P
2 P P P P
3 P P P P
4 P P P P

Contact Centre
Systems and
Technology

5 P P P P
1 P P P P
2 P P P P
3 P P P P
4 P P P P

Customer Care

5 P P P P
1 P P P
2 P P P
3 P P P

Develop Personal and
Organisational
Effectiveness 4 P P P

1 P P P P
2 P P P P
3 P P P P
4 P P P P

Direct Selling and
Customer Acquisition

in Contact Centres
5 P P P P
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SQA core skill Communication Numeracy IT Working with
others

Problem
solving

Skill level
A3: Access 3
I1:  Intermediate 1
I2:  Intermediate 2
H:  Higher

A
3

I1 I2 H A
3

I1 I2 H A
1

I1 I2 H A
3

I1 I2 H A
3

I1 I2 H

1 P P P
3 P P P
4 P P P

Health and Safety in
ICT and Contact

Centres 5 P P P
1 P P P
2 P P P
3 P P P

Interpersonal and
Written

Communication
4 P P P
3 P P P
4 P P PPerformance

Management 5 P P P
1 P P P P
2 P P P P
3 P P P P
4 P P P P

Remote Support for
Products or Services

5 P P P P
3 P P P P P
4 P P P P P

Staff resource
Planning for Contact

Centres 5 P P P P P
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Appendix C: Wider curriculum mapping

AoC title Spiritual Moral/
ethical

Social/
cultural European Health and safety Environmental Legislative Economic

Contact Centre Systems and
Technology � � �

Customer Care � � � � �

Develop Personal and
Organisational Effectiveness � � � �

Direct Selling and Customer
Acquisition in Contact Centres � � � �

Health and Safety in ICT and
Contact Centres � � � � �

Interpersonal and Written
Communication � � �

Performance Management � �

Remote Support for Products or
Services � �

Staff Resource Planning for
Contact Centres � � � � �
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Appendix D: Candidate case studies

Planning the programme case studies

Candidate case study A

A young entrant to a contact centre has some IT experience and is to be placed, after an
induction session, into a direct selling position. Previous academic experience suggests that a
Level 1 qualification would be most appropriate but it is expected that some Level 2 units would
form part of the overall qualification.
The manager of the contact centre involved requires that all employees develop skills in
interpersonal and written communication and this unit at Level 1 would provide a framework
for these important skills to be taught and assessed. In addition, the manager requires that all
employees undertake customer care units at their appropriate level — in this case Level 1.
The candidate is familiar, at Level 1, with the use of email. It is decided after discussion to
include this AoC at Level 2 in the candidates programme to provide a focus to improve these
skills further. The contact centre is increasingly using email to communicate with clients.

At Level 1, the candidate must also follow the Level 1 mandatory unit ‘Develop Personal and
Organisational Effectiveness’. Finally, the ‘Health and Safety in ICT and Contact Centres’
mandatory unit is also decided to be taken at Level 1.
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Based on this information, the following profile of units is proposed.

AoC titles Unit values

Level
1

Level
2

Level
3

Level
4

Level
5

Contact Centre Systems and Technology 10 20 30 40 50

Customer Care 10 20 30 40 50

Develop Personal and Organisational Effectiveness
(mandatory) 5 15 25 35 N/A

Direct Selling and Customer Acquisition in Contact Centres 10 20 30 40 50

Health and Safety in ICT and Contact Centres
(mandatory) 5 N/A 30 40 50

Interpersonal and Written Communication 5 15 30 40 N/A

Performance Management N/A N/A 30 40 50

Remote Support for Products or Services 10 20 30 40 50

Staff Resource Planning for Contact Centres N/A N/A 30 40 50

Restricted option units

Sector specific unit 10 20 30 40 N/A

Various Supporting Learning and Development units
(Learning and Development NOS import units)

N/A N/A 30 40 N/A

Various Managing People and Resources units
(Management NOS import units)

N/A N/A 30 40 50

Various Managing Quality units (Management NOS import
units)

N/A N/A 30 40 50

Various Project Management units (Project Management
NOS import units)

N/A N/A N/A 20 25

Use IT Systems 5 15 25 N/A N/A

Use IT to Exchange Information 5 15 25 N/A N/A

General Uses of IT 5 15 25 N/A N/A

Use IT Software 5 15 25 N/A N/A

Internet and Intranets 5 15 25 N/A N/A

Email 5 15 25 N/A N/A

Word Processing Software 10 20 30 N/A N/A

Spreadsheet Software 10 20 35 N/A N/A

Database Software 10 20 35 N/A N/A

Check: Total of the unit values = 40. At least 25 unit values must be at the level of the qualification.



50 Guidance to centres – Edexcel Levels 1 and 2 NVQs in Contact Centre Operations
Edexcel Levels 3 and 4 NVQs for Contact Centre Professionals – Issue 1 – March 2005

Candidate case study B

An experienced team leader in a centre wishes to confirm their existing skills using an NVQ but also
wants to take the opportunity to develop further skills.

An analysis of existing skills identifies Level 3 as the most appropriate level overall. This confirms the
mandatory units at that level. The team leader has existing health and safety responsibilities and also
employs staff, and it is decided to take these AoC at Levels 3 and 4 respectively — additional training is
planned to support the individual.

Based on this information, the following profile of units is proposed.

AoC titles Unit values

Level
1

Level
2

Level
3

Level
4

Level
5

Contact Centre Systems and Technology 10 20 30 40 50

Customer Care 10 20 30 40 50

Develop Personal and Organisational Effectiveness
(mandatory) 5 15 25 35 N/A

Direct Selling and Customer Acquisition in Contact
Centres 10 20 30 40 50

Health and Safety in ICT and Contact Centres
(mandatory) 5 N/A 30 40 50

Interpersonal and Written Communication 5 15 30 40 N/A

Performance Management N/A N/A 30 40 50

Remote Support for Products or Services 10 20 30 40 50

Staff Resource Planning for Contact Centres N/A N/A 30 40 50

Restricted option units

Sector specific unit 10 20 30 40 N/A

Various Supporting Learning and Development units
(Learning and Development NOS import units) N/A N/A 30 40 N/A

Various Managing People and Resources units
(Management NOS import units) N/A N/A 30 40 50

Various Managing Quality units (Management NOS import
units) N/A N/A 30 40 50

Various Project Management units (Project Management
NOS import units) N/A N/A N/A 20 25

Use IT Systems 5 15 25 N/A N/A

Use IT to Exchange Information 5 15 25 N/A N/A

General Uses of IT 5 15 25 N/A N/A

Use IT Software 5 15 25 N/A N/A

Internet and Intranets 5 15 25 N/A N/A

Email 5 15 25 N/A N/A
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AoC titles Unit values

Level
1

Level
2

Level
3

Level
4

Level
5

Word Processing Software 10 20 30 N/A N/A

Spreadsheet Software 10 20 35 N/A N/A

Database Software 10 20 35 N/A N/A

Check: Total of the unit values = 180. At least 110 unit values must be at the level of the qualification.
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Candidate case study C

A new employee is appointed to a contact centre — the person has just completed a GNVQ
Intermediate in IT and has good general skills in IT. At the interview, it was agreed that the new
person should work primarily in administration but also be multi-skilled in order to support
colleagues in a direct selling function when necessary.

The Intermediate GNVQ is a Level 2 qualification and although it is expected that at some
future date the person will progress to a Level 3 NVQ, in the first instance an NVQ Level 2
which incorporates some Level 3 units to encourage future progression seems appropriate.

The specific job will require the person to create and manage databases and a look at the detail
of the units shows that Level 3 is appropriate.

Also in the administration department many of the systems use spreadsheets and a check of the
levels, suggests that Level 2 ‘Spreadsheet Software’ is right. It is intended to use evidence from
the GNVQ towards the knowledge and understanding components which should streamline the
completion of this particular unit.

The person must do the mandatory unit ‘Develop Personal and Organisational Effectiveness’ at
Level 2 and, as no responsibility for any health and safety will be required beyond the
minimum, this other mandatory unit will be followed at Level 1.

Finally, to complete the unit value requirements and the job needs, ‘Interpersonal and written
communication’ and ‘Direct Selling and Customer Acquisition in Contact Centres’ at Level 2
complete the programme for the candidate.
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Based on this information, the following profile of units is proposed.

AoC titles Unit values

Level
1

Level
2

Level
3

Level
4

Level
5

Contact Centre Systems and Technology 10 20 30 40 50

Customer Care 10 20 30 40 50

Develop Personal and Organisational Effectiveness
(mandatory) 5 15 25 35 N/A

Direct Selling and Customer Acquisition in Contact Centres 10 20 30 40 50

Health and Safety in ICT and Contact Centres
(mandatory) 5 N/A 30 40 50

Interpersonal and Written Communication 5 15 30 40 N/A

Performance Management N/A N/A 30 40 50

Remote Support for Products or Services 10 20 30 40 50

Staff Resource Planning for Contact Centres N/A N/A 30 40 50

Restricted option units

Sector specific unit 10 20 30 40 N/A

Various Supporting Learning and Development units
(Learning and Development NOS import units)

N/A N/A 30 40 N/A

Various Managing People and Resources units
(Management NOS import units)

N/A N/A 30 40 50

Various Managing Quality units (Management NOS import
units)

N/A N/A 30 40 50

Various Project Management units (Project Management
NOS import units)

N/A N/A N/A 20 25

Use IT Systems 5 15 25 N/A N/A

Use IT to Exchange Information 5 15 25 N/A N/A

General Uses of IT 5 15 25 N/A N/A

Use IT Software 5 15 25 N/A N/A

Internet and Intranets 5 15 25 N/A N/A

Email 5 15 25 N/A N/A

Word Processing Software 10 20 30 N/A N/A

Spreadsheet Software 10 20 35 N/A N/A

Database Software 10 20 35 N/A N/A

The total unit value (70 at Level 2, 5 at Level 1 and 35 at Level 3) does exceed the minimum required but
it suits the candidate and the employer and provides well for potential progression to Level 3 when a
number of units can be re-used.
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Appendix E: Job roles related to units

This appendix contains detail of how job roles relate to each unit. It can be used to aid decision
making as to what combinations of units will make up your qualification.

Contact centre systems and technology

The operation and understanding of contact centre systems and technology.

Typically this will involve using systems and technology such as the following:

• Automatic Call Distributor (ACD) to route calls appropriately (based on contact types and
skill sets to determine priority routing) and produce reports to forecast contact centre
volumes and identify areas for improvement.

• Customer Relationship Management (CRM) for recording and reporting on customer
activity and contacts.

• Computer Telephony Integration (CTI) which delivers voice and data simultaneously to the
agent to enable the provision of advice and support.

• Web Telephony Integration (WTI) providing streamlined web based customer service
through web collaboration, text chat functions, scheduled call back processing and Voice
over Internet Protocol (VoIP) capabilities.

• Knowledge Management (KM) systems which provide tools to record, display, manipulate
and access information via portals or an intranet.

• Integrated Voice Response (IVR) providing call prompting and self-service functions to
customers for simple high volume transaction functionality.

Customer care

This is the identification of, and response to, customer needs to ensure customer satisfaction.

Levels 1 to 3 will involve direct customer contact while Levels 4 and 5 are more about
managing the delivery of customer care.

Typically this will involve:

• The maintenance of a successful balance between customer needs and the needs of the
organisation.

• The monitoring of customer satisfaction through the use of formal and informal assessment
techniques (eg surveys, feedback etc).

• The handling and resolution of customer issues and complaints in a constructive manner
that ensures customer satisfaction.
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Develop personal and organisational effectiveness

This is improving effectiveness at work by the identification of:

• an individual’s development needs and the activities needed to meet them

• potential improvements to the effectiveness of the organisation.

Typically this will involve:

• understanding the role of the individual, teams and the organisation

• obtaining and reviewing feedback from others on performance

• setting and agreeing personal goals and participating in development activities to meet them

• contributing to improvements within the organisation.

Direct selling and customer acquisition in contact centres

These are the sales activities which occur as part of either inbound or outbound contacts. This
will cover the identification and follow-up of potential sales opportunities and customer needs. 

Typically sales activities will involve:

• the identification of potential customers and sales opportunities

• the identification of customers needs

• the generation of a sales plan

• the promotion of features and benefits of appropriate products and services through cross
and up-selling

• the attainment of customer commitment and sales closure

• the quantitative and qualitative tracking and documentation of sales performance

• the monitoring of actual performance against targets.

Health and safety in ICT and contact centres

This is compliance with health and safety legislation when working in ICT and contact centres.

The basis of health and safety law is the ‘Health and Safety at Work etc Act 1974’. The Act sets
out the general duties which employers have towards employees and members of the public, and
employees have to themselves and to each other.

What the law requires here is what good management and common sense would lead
individuals and organisations to do anyway: that is, identify risks and take sensible measures to
tackle them.

Health and safety legislation impacts not only on those who are employed at work, but on
visitors, bystanders and customers who may be affected by actions of those engaged in work
activities.
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Health and safety legislation is subject to constant review, and new legislation is introduced on a
regular basis. This constant change must be monitored by organisations and individuals to
identify actions required to remain compliant. Interpretation of the legislation may also be
modified as a result of case law or other legal guidance. 

• Level 1 describes the universal responsibilities that everyone at work has for health and
safety

• Level 1 applies to work activities at all levels

• Level 2 is identical to Level 1 and is therefore omitted

• Levels 3, 4 and 5 are concerned with the management of health and safety and will apply
primarily to those with a particular responsibility for the maintenance of health and safety.

Interpersonal and written communication

This is the ability to communicate using language and terminology that is appropriate to the
audience.

Typically this will involve:

• establishment of rapport with individuals through active listening

• composition of written material (eg documentation, emails, faxes, letters or presentations)

• successful interaction with individuals and groups.

This involves both receiving (eg lip-reading, listening and reading) and sending or giving (eg
signing, speaking, presenting and writing) information.

Performance management

This is the ability to manage the performance of teams and individuals to meet the
organisation’s goals. This AoC is primarily intended for the contact centre sector and is
complementary to the ‘Managing People and Resources’ AoC.

Typically performance management will involve:

• the development of team goals and providing support to achieve performance targets

• the development and nurturing of the professional growth of others through the delivery of
performance-based feedback

• the observation and monitoring of customer interactions

• the delivery and management of employee performance appraisal.

The assessment of factors that influence employee retention.

Remote support for products or services

This is the provision of remote support in a controlled environment to customers (internal or
external) relating to products or services. It involves the gathering of information and the
provision of assistance and advice to support the customer. This will typically be carried out as
a contact centre (including technical help desk) activity.
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Remote support will normally include:

• communication with customers

• providing information or advice

• resolution or escalation of problems

• maintenance of records eg users, problems, resolutions.

Staff resource planning for contact centres

This covers the planning and allocation of staff resources to ensure efficient and effective
delivery of service to customers.

Typically this will involve:

• the analysis of contact volumes to create and update forecasts for staffing requirements

• the development of staffing schedules/rosters to optimise the utilisation of employees.

Supporting learning and development (Learning and Development NOS import
units)

Learning and development is an integral part of many job roles within the ICT and contact
centre sectors. It is important for both individuals and teams alike. There are often links to
organisational performance management systems and continual professional development
(CPD).

Generic standards covering support for the learning and development of others have been
developed by the Employment NTO. These form an entire suite for those whom this is their
primary job role. The ENTO units listed below have been identified by e-Skills UK as being
applicable to people who have some involvement in supporting the learning and development of
others as part of their job role.

The areas covered are:

Level 3

Identify individual learning aims and programmes (Learning and Development Standards L3)

Agree learning programmes with learners (Learning and Development Standards L5)

Develop training sessions (Learning and Development Standards L6)

Enable learning through presentations (Learning and Development Standards L10)

Enable learning through demonstrations and instruction (Learning and Development
Standards L11)

Enable individual learning through coaching (Learning and Development Standards L12)

Enable group learning (Learning and Development Standards L13)

Support learners by mentoring in the workplace (Learning and Development Standards L14)

Support and advise individual learners (Learning and Development Standards L15)

Monitor and review progress with learners (Learning and Development Standards L16)

Support competence achieved in the workplace (Learning and Development Standards L20)
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Level 4

Identify individual learning aims and programmes (Learning and Development Standards L3)

Agree learning programmes with learners (Learning and Development Standards L5)

Enable group learning (Learning and Development Standards L13)

Support learners by mentoring in the workplace (Learning and Development Standards L14)

Support and advise individual learners (Learning and Development Standards L15)

Monitor and review progress with learners (Learning and Development Standards L16)

Note: The information provided here is a summary of the units only and is intended only to give
enough information to judge the suitability of content. For qualifications the full unit
specification should be used. Please refer to www.empnto.co.uk for further information on the
Employment NTO and full versions of their standards.

Managing people and resources (Management NOS import units)

Management of people (teams and individuals) and resources is an integral part of many job
roles within the ICT and contact centre sectors.

Generic standards covering the management of people and other types of management have
been developed by the Management Standards Centre (formerly the Management Charter
Initiative). These form an entire suite for those whom management is their primary role.

The areas covered are:

• Manage Activities (A)

• Manage Resources (B)

• Manage People (C)

• Manage Information (D)

• Manage Energy (E)

• Manage Quality (F)

• Manage Projects (G)

Level 3

Support the efficient use of resources (Management Standards B1)

Contribute to the selection of personnel for activities (Management Standards C7)

Contribute to the development of teams and individuals (Management Standards C9)

Lead the work of teams and individuals to enhance performance (Management Standards C12)

Respond to poor performance in your team (Management Standards C15)

Facilitate meetings (Management Standards D2)
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Level 4

Contribute to improvements at work (Management Standards A4)

Manage the change in organisational activities (Management Standards A5)

Manage the use of physical resources (Management Standards B2)

Manage the use of financial resources (Management Standards B3)

Select personnel for activities (Management Standards C8)

Develop teams and individuals to enhance performance (Management Standards C10)

Manage the performance of teams and individuals (Management Standards C13)

Respond to poor performance in your team (Management Standards C15)

Deal with poor performance in your team (Management Standards C16)

Facilitate meetings (Management Standards D2)

Chair and participate in meeting (Management Standards D3)

The management units included in this AoC have been identified by e-Skills UK as being
applicable to people who are involved in management as part of their job role. The other
management units have been omitted from this list since their content is either:

• explicitly included in the appropriate AoC of the e-Skills UK standards (eg Activities (A),
Quality (F) and Projects (G))

• is mainly of relevance to people whose main job role is management (eg Energy (E)).

Note: The information provided here is a summary of the units only. Please refer to
www.management-standards.org for further information and full versions of their standards.

Managing quality (Management NOS import units)

Managing quality is an integral part of many job roles within the contact centre sector.

Generic standards covering quality have been developed by the Management Standards Centre
(formerly the Management Charter Initiative).

These cover the following areas

• Promote the importance and benefits of quality

• Provide advice and support for the development and implementation of quality policies

• Manage continuous quality improvement

• Implement quality assurance systems

• Provide advice and support for the development and implementation of quality systems

• Monitor compliance with quality systems

• Carry out quality audits

The specific quality units included in this AoC have been identified by e-Skills UK as being
applicable to those working in contact centres for whom managing quality is part of their job
role. The remaining quality units have been omitted from this list since their content is mainly
of relevance to people whose main job role is quality (eg promote importance and benefits of
quality and monitor compliance with quality systems).
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Note: The information provided here is a summary of the units only, intended to give enough
information to judge the suitability of content. For qualifications the full unit specification
should be used. Please refer to www.management-standards.org for further information on the
Management Standards Centre and full versions of their standards.

Level 3

Provide advice and support for the development and implementation of quality systems
(Management Standards F5)

Carry out quality audits (Management Standards F7)

Level 4

Provide advice and support for the development and implementation of quality policies
(Management Standards F2)

Implement quality assurance systems (Management Standards F4)

Carry out quality audits (Management Standards F7)

Level 5

Manage continuous quality improvement (Management standards F3)

Implement quality assurance systems (Management standards F4)

Project management (Project Management NOS import units)

Project management is an integral part of many job roles within the ICT and contact centre
sectors. It is a major feature for example in software development and system implementation.

Generic standards covering project management have been developed by a cross-sectoral
initiative co-ordinated by the Engineering Construction Industry Training Board. These form an
entire suite for those for whom this is their primary job role. The project management units
listed below have been identified by e-Skills UK as being applicable to people who have some
involvement in project management as part of their job role.

These cover the following areas:

• Promote the importance and benefits of quality

• Provide advice and support for the development and implementation of quality policies

• Manage continuous quality improvement

• Implement quality assurance systems

• Provide advice and support for the development and implementation of quality systems

• Monitor compliance with quality systems

• Carry out quality audits.

Level 4

Develop operational objectives for the project (Project Management Standards PM10)

Develop a detailed schedule for the project (Project Management Standards PM17)

Identify perceived risks and evaluate options for their control (Project Management Standards
PM19)

Co-ordinate, monitor and control project schedules (Project Management Standards PM39)

Control hand-over of responsibility for the project (Project Management Standards PM42)

Ensure the completion of project activities (Project Management Standards PM45)
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Some PM units have been omitted from this list since their content is explicitly included in the
appropriate AoC of the e-Skills UK standards. These cover the areas of project review,
complying with regulatory requirements and preparing specifications.

Note: The information provided here is a summary of the units only, intended to give enough
information to judge the suitability of content. For qualifications the full unit specification
should be used. Please refer to www.apm.org.uk for further information on project management
standards.

Use IT systems

This is the ability to set up and use hardware day-to-day, protect hardware, software and the
data within an IT system.

A Level 1 job role is likely to involve:

• setting up and using computer hardware safely (eg a personal computer (PC) or laptop, with
printer and modem attached, a personal digital assistant (PDA) or handheld computer)

• protecting software and personal data.

In addition, a Level 2 job role is likely to involve:

• setting up and using different types of hardware (eg an external disc drive, a digital camera,
web cam or scanner)

• accessing data from different storage media networks (eg a floppy disc, CD-Rom, DVD,
local area network (LAN) or wide area network (WAN))

• knowing how to avoid common security risks and restrict access to software and data.

In addition, a Level 3 job role is likely to involve:

• access software from networks

• help to improve the protection of software and data for self and others.

Use IT to exchange information

This is the ability to send and receive messages and access and retrieve information using
browser software from the internet, intranets and the worldwide web.

A Level 1 job role is likely to involve:

Basic email facilities, such as:

• using address books to send emails to individuals

• sending, receiving and opening attachments (eg digital pictures, word processing documents
or spreadsheets)

• using key words to search for information using a search engine.

In addition, a Level 2 job role is likely to involve:

More advanced email facilities, such as:

• setting up groups of email addresses

• adding a signature

• compressing and de-compressing file attachments

• choosing and using suitable search engines effectively.
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In addition, a Level 3 job role is likely to involve:

• making the most of email facilities, such as setting up automatic redirection, using
encryption and dealing with junk email.

General uses of IT

This is the ability to make general use of IT by using IT systems, using IT to find information,
using IT software and understanding the purposes for using IT.

A Level 1 job role is likely to involve:

• simple tasks (eg sending a message, producing a letter, tracking household bills, keeping
addresses, making a slide for a presentation or finding information on an intranet or the
worldwide web).

In addition a Level 2 job role is likely to involve:

• more complex tasks (eg producing a business letter, keeping a project budget, editing a
photo for a brochure or filling in form on a web page).

In addition a Level 3 job role is likely to involve:

• complex tasks (eg creating an illustrated newsletter, reporting the results of a survey about
client’s needs, creating an animated slide show or producing a web page).

Use IT software

This unit is about the ability to select and use a suitable software application to produce
information for different tasks and uses. Software applications may be for:

• drafting a memo, report or CV (word processing)

• keeping track of expenses or producing graphs (spreadsheets)

• entering and retrieving addresses and phone numbers (databases)

• producing slide shows with text and diagrams (presentations)

• producing and uploading content for web pages (websites)

• producing drawings and changing digital pictures (art and design)

• producing information using specialist software or software that has been built for an
organisation (eg accounts, designs, plans, music or video).

A Level 1 job role is likely to involve:

• using appropriate basic software tools and techniques to edit, format, check and produce
documents (eg using word processing to draft a letter, making simple slides using
presentation software, storing names and addresses in a database).

In addition, a Level 2 job role is likely to involve:

• using a range of appropriate software tools and techniques to edit, format, check and
produce more complex information (eg preparing sales figures using a spreadsheet or
producing a brochure using word processing).

In addition, a Level 3 job role is likely to involve:

• producing professional looking documents (eg changing photographs using digital imaging
software or maintaining a website).
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Internet and intranets

This is the ability to access, retrieve and verify information from the internet, intranets and the
worldwide web, using browser software.

A Level 1 job role is likely to involve:

• knowing what connection methods can be used to access the Internet (eg by PC, modem,
dial-up connection and ISP or a mobile phone with wireless application protocol (WAP) or
Third Generation (3G) technology) or an intranet server (eg via parallel, serial or USB)

• knowing about internet security risks, laws and guidelines

• using basic browser facilities to search for, find and exchange useful information.

In addition, a Level 2 job role is likely to involve:

• knowing about the benefits and drawbacks of different connection methods

• understanding how to avoid Internet security risks

• using and customising more advanced browser facilities

• searching for, find and evaluating information.

In addition, a Level 3 job role is likely to involve:

• knowing how to help others understand laws and guidelines

• choosing suitable connection methods.

Email

This is the ability to send and receive messages. Whilst it is primarily associated with the
internet, it is not essential to involve internet technology.

A Level 1 job role is likely to involve:

• using basic email software facilities (eg address books) to send emails to individuals,
sending, receiving and opening attachments (eg digital pictures, word processing documents
or spreadsheets).

In addition, a Level 2 job role is likely to involve:

• using more advanced email facilities (eg for setting up groups of email addresses, adding a
signature, using rtf or html to alter the design and format of emails and compressing
attachments).

In addition, a Level 3 job role is likely to involve:

• making the most of advanced email facilities (eg for setting up automatic redirection or
replies, using encryption and changing browser settings to deal with junk email)

• use the full potential of email software facilities for sending and receiving messages.
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Word processing software

This is the ability to use a software application designed for the creation, edit and production of
documents and text (eg writing a letter, memo or CV).

A Level 1 job role is likely to involve:

• producing simple documents (eg producing letters, envelopes, memos, simple reports, faxes,
CVs, agendas, posters, travel directions and simple web pages).

In addition, a Level 2 job role is likely to involve:

• using a wide range of tools and techniques to produce professional looking documents (eg
producing mailmerged business letters and invoices, more complex reports and content for
web pages).

In addition, a Level 3 job role is likely to involve:

• customising and automating tools and techniques to produce complex documents (eg
producing newsletters, journals, complex reports, form letters, form envelopes and form
address labels).

Spreadsheet software

This is the ability to use a software application designed to record data in rows and columns,
and perform calculations with numerical data (eg Microsoft Excel, Sun Office Star, Lotus 1-2-3,
Apple Works or similar packages). A spreadsheet can be used for different tasks, such as
budgeting, producing tables, calculating household bills or producing graphs.

A Level 1 job role is likely to involve:

• entering data into cells

• using simple formulae and functions (eg sum, divide, multiply, take away and fractions)

• simple tools to edit, sort, present and check spreadsheets (eg a duty rota for staff or a work
sheet for keeping track of expenses).

In addition, a Level 2 job role is likely to involve:

• using more complex formulae and functions (eg mathematical, statistical and financial) and
tools (eg monthly expenditure and sales figures, cash flow forecasts and graphs of results).

In addition, a Level 3 job role is likely to involve:

• producing spreadsheets for analysing and interpreting complex data (eg a cost benefit
analysis, budgets and annual accounts).

Database software

This is the ability to use a software application (eg Microsoft Access, Sun Star Office, Apple
Works, Filemaker Pro, similar packages or one built for an organisation) designed to organise
and collate related information (eg storing addresses and phone numbers).

A Level 1 job role is likely to involve:

• entering and retrieving information from databases (eg for names and addresses, stock
control, time-management or event-management) by running simple queries

• producing reports (eg using menus or short cuts).
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In addition, a Level 2 job role is likely to involve:

• modifying simple (eg single table, non-relational) databases, creating queries using multiple
selection criteria and reports (eg about sales activities, order details or project management).

In addition, a Level 3 job role is likely to involve:

• modifying relational databases (eg about customers’ buying methods, order frequency and
payment patterns).
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Appendix F: Observation

Observing performance is a common method used in the assessment of NVQs.

Observation can be organised in a variety of ways but arranging to work alongside the candidate
at specific times when particular activities have been planned is most effective.

The candidate will be able to supplement direct observation of performance with other types of
evidence, eg personal statements or witness testimonies. The use of appropriate technology,
such as digital recorders to record observations is encouraged.

Observation by an assessor is considered to be the most valid and reliable method of
assessment. However, the use of evidence from expert witnesses is encouraged (see Appendix H
on expert witnesses).

Getting the most out of observations

Observation of performance is identified in the assessment requirements as the preferred,
primary source of evidence. Correctly undertaken and recorded, it can provide a significant
amount of evidence of the foremost quality with the minimum disruption to the candidate.
Indeed, for some candidates it creates access to assessment. It is important to ensure that the
evidence presented via the records of assessment is sufficient to confirm the decisions made.

Records/reports

Generally, observation records fall into two main categories — tick sheets or free-hand reports.
Both are prone to problems unless correctly used.

Pre-printed tick sheets, including competence statements, can be useful. They help the assessor
keep the standards very firmly in view throughout the observation. They can, however, also lead
to a superficial approach, with performance simply ticked off and few (if any) comments added
to explain the context of the assessment.

This may be understandable, since time is usually short, but the lack of detail, such as about the
context of the observation, what was seen and heard, the manner in which the candidate
performed, means that the verifier is unable to judge the accuracy of the decision.

The tick sheet approach may also result in minimal feedback to the candidate, eg well done, a
good assessment. See you next week. This is less than helpful for the candidate who almost
certainly would have benefited from constructive comment on their performance as an aid to
development. It also gives little clue to the internal verifier as to whether the candidate has any
unmet learning or development needs, and whether the assessor has considered these.

At the other end of the scale, some assessors use a blank sheet of A4, laboriously recording the
details of the observation as a story. This may then be cross-referenced to the standards, but
often is not. This methodology is exceptionally time-consuming for the assessor and, since it is
usually completed some time after the observation, depends on a good memory of what was
seen and heard.

It also entails either observing the candidate with pro-forma in one hand and the standards in the
other — a significant balancing act — or (again) completing the record at a later time and
relying on memory. One of the primary benefits of observational evidence is its immediacy.
Where reports from observations are completed some time (hours or days) after the assessment,
this raises the issue of reliability for internal and external verifiers alike.
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The other difficulty of a blank pro-forma is that the assessor needs to remember the NVQ
standards in considerable detail to evaluate the performance during the observation. Well
planned observations of work-based activities aim to gather evidence to support several
elements at a time, often across different units, which means that the assessor has to recall a
substantial amount of information accurately. This is not always easy for those who are less
experienced.

Finally, the assessor must be willing to surrender their own time to completing their report.
Lack of time is one of the most frequent complaints from assessors.

Ideas for good practice

One potential problem with both tick sheets and blank pro-forma is that neither is particularly
useful for all interested parties. The external and internal verifiers, whose main concern is to be
able to follow an audit trail from what the candidate did, to the standards, to the assessor’s
decision — with no leaps of faith!

To do this, the observation report needs to look through the eyes of the assessor, to see what has
been observed that day. The less explicit the detail recorded, the more likely it is that the
assessor will find it difficult to justify the decision made, particularly if asked to do so some
months later.

The observation record therefore needs to relate the candidate's performance to the standards
quickly and transparently. It must include sufficient detail for the assessor to be able to recall
what they observed for those auditing later to have confidence in the recorded decision.

The tick sheet is a good practical approach but needs some additions to be of real value. Here
are some suggestions.

• Space for the assessor to add comments/contextual detail.

• Length of observation (how valid is a decision based on 10 minutes? Equally, what impact
did the 90-minute observation have on the candidate’s performance?).

• Where and when the observation took place.

• All components explicitly stated as they appear in the standards.

• Contingency criteria highlighted to ensure that the assessor addresses them.

• If environmental conditions are important eg weather, lighting, heating, privacy, etc, these
should be included.

• Space for the assessor to record questions and answers arising from the observation.

• Space for the candidate and assessor to add their signature/date to validate the record.

• A decision — competent/not yet competent/insufficient evidence — for each component
detail included in the observation.

Contextual detail/comment also brings additional benefits, because it does not simply ‘tick off’
criteria, but offers further explanation of how the candidate performed. It is much more likely to
be useful across other components as well as those targeted in the observation. A sample
Observation Record is included in this document showing how this may be accomplished.

The increasing scrutiny under which centres now work makes it imperative that the quality
assurance for NVQs leaves behind any suspicion of assumption and rests firmly and explicitly
on recorded fact. This will only be possible if an assessment report can be used as a viable audit
tool as well as for management information and a candidate development tool.

The new V2 qualification requires external verifiers to monitor live assessments. Inevitably they
will comment not only on the quality of the assessment report but also the conduct of the
observation.
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It may be helpful for internal verifiers, even those working with experienced assessors, to
review observational practice against the following guidance as well as D32/A1/V2.

Conducting the observation

The framework for assessing a candidate's performance is defined in the NVQ Assessor Units,
past and present. However, there are one or two additional tips, which may assist those new to
carrying out observations.

Planning

It is often inefficient to plan and carry out assessments on a unit by unit basis. Very occasionally
this is appropriate, eg where an activity is very specific or discrete.

In the majority of cases, the opportunity to observe the candidate’s routine work should be
planned so that the assessment covers a number of competencies. The planned observation
should always be activity, not standards, driven. It is good practice for both assessor and
candidate to at least start by anticipating in a wider context what may be observed.

Consent

It is important to discuss the planned observation with the candidate — and to draw up an
assessment plan. Assessors must be aware that the presence of an assessor may be obvious, if
not intrusive.

There may also be issues of security and confidentiality because of the nature of the candidate’s
work. The assessor also therefore needs to make sure that the planned observation is discussed
with anyone who may be involved and consent obtained.

If live observation is ruled out, eg because of security, safety or confidentiality reasons, it may
be worth considering the use of video, or alternatively, setting up a simulated exercise.

Positioning

Choosing the right place from which to observe the candidate is critical for three reasons.

Firstly, it is imperative that the assessor can see and hear properly to judge whether performance
requirements have been met.

Secondly, to reduce the impact on the candidate’s performance and others’ behaviour/reactions,
the assessor should be as unobtrusive as is reasonably possible, given the environment and
situation. If the assessor’s presence threatens the normality of the situation, then the evidence
becomes unreliable — and the opportunity wasted!

Finally, the position adopted by the assessor must not create a health and safety hazard.

Health and safety

During an observation, it is imperative that assessors are vigilant regarding health and safety:
their own, the candidate’s and those around them.

In most cases, an assessment should be left to run even where the candidate has made a mistake
or has not met the standards. However, the exception to this rule is when health and safety are
compromised.

If, for any reason, at any time during an observation, the health and safety of the candidate,
others in the environment or the assessor are put at risk, then the assessor has a duty of care to
stop the assessment. Similarly, the assessor should be mindful of the potential risk to health and
safety eg in an industrial environment, caused by an unwise choice of observation position.

An example of an observation record is provided overleaf and is also available with the other
documents needed as separate files. It is recommended that some pre-planning of the
observation takes place to make the observation efficient and effective. A set of components
that might be covered may be entered on to the grid prior to the observation.
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Observation record

Candidate name                                                          Date of observation                                   

Evidence reference number                                             (added later by candidate)

Length of observation                                               

Unit and
level within
qualification

Component detail covered1 Evidence presented Standards
met?

Assessor comments and feedback to candidate

Observer’s signature2:  __________________________

Candidate’s signature: __________________________

Date ______________

Date ______________

If this form is completed and communicated electronically, prior agreement must be reached in
terms of the use of secure and signed email addresses.

                                                     
1 Where an entire component detail can be evidenced, the component detail number is sufficient. If only
part of a component detail is covered, that part should be expanded in text.
2 This may be a handwritten signature or an agreed electronic signature/pin code.
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Appendix G: Questioning

Most observations of performance do not capture all performance evidence.

These aspects should not be ignored, nor should they be assumed. Professional discussion or
oral questioning through ‘what if?’ questions of the candidate is often the quickest and most
effective means of ensuring that the competencies are addressed.

Assessors sometimes question the candidate in the midst of the activity being assessed. In some
instances this may be appropriate, but again, assessors should beware of distracting the
candidate, creating safety hazards, or simply disrupting the normal routine for those around the
candidate, eg in an office.

It is not necessary to note answers to questions verbatim but they should be recorded in
sufficient detail to establish an audit trail. Key words/phrases may be significant and these
should be recorded. If the candidate has no objections it may be helpful to use an audiotape or a
digital recording device. This should be included in the candidate’s evidence.

Terminology relevant to the occupation should be used at the appropriate level to that in the
standards. Assessors should ensure that:

• language should be professional and objective

• the pace should be suited to the candidate and the possibility of needing additional time
should be borne in mind at the planning stage

• using body language in a supportive manner is important, and for nervous or insecure
candidates it is critical. It is also essential that the assessor maintain a professional distance.

An example of a question and answer sheet is provided on the next page and is also available
with the other documents needed as a separate electronic file. This document could be also used
to record questions and responses based on a professional discussion where the focus of the
discussion was a piece of product evidence.
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Record of questions and candidate’s answers

Candidate name

Evidence reference number

Circumstances of assessment

List of questions and candidate’s responses

Q:

A:

Q:

A:

Assessor’s signature 2                                                           

Candidate’s signature                                                           

Date                                     

Date                                     

If this form is completed and communicated electronically, prior agreement must be reached in
terms of the use of secure and signed email addresses.

                                                     
2 This may be a handwritten signature or an agreed electronic signature/pin code
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Appendix H: Witness statements

Expert witness statement

The assessment of workplace performance should be as natural and efficient as possible.
Evidence of competence should, where possible, come from work colleagues acting as expert
witnesses.

Expert witnesses can be drawn from a wide range of people who can attest to performance in
the workplace. These include line managers and experienced colleagues from within the
organisation or outside the organisation such as customers or clients.

The expert witness can, in particular, provide evidence relating to the candidate’s performance:

• when using specialist or bespoke IT applications

• in meeting customer requirements

• working with organisational procedures.

Expert witnesses should at least:

• have a minimum of two years supervisory managerial or training experience in the units for
which they are providing evidence

• demonstrate a working knowledge of the IT standards

• demonstrate clear evidence of appropriate and continual professional development.

There are essentially two types of witness testimony, and their uses are quite different. Broadly
speaking, they can be categorised as either a critical-incident report or a character reference.
With both types of testimony there are some basic rules.

Firstly, as with any other item/source presented, the testimony should add value to the evidence
base in terms of proving competence against the standards, and not be included because other
evidence looks light.

Secondly, the statement must be reliable — an aspect of the ‘rules of evidence’ which is
frequently overlooked.

The testimony must explicitly explain:

• What the candidate has been seen to do (not hearsay or assumption). When? Where? How
often? etc.

• How the candidate has met performance and/or knowledge requirements — with reference
to aspects of the unit evidence requirements where possible.

• The relationship of the witness to the candidate and how they are in a position to make this
statement.

The status of the witness must be clarified and their evidence not accepted until the assessor has
confirmed this.

The assessor should check:

• whether or not the witness holds assessor or verifier units (this is not a requirement but
would add significant weight to the value of the statement)

• if the witness is familiar with the standards upon which they are commenting

• why they are in a position to comment on the candidate's action/knowledge or
understanding.
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Evidence from a witness who is familiar with the standards is stronger than from someone who
has no real understanding of the competencies being claimed.

The evidence becomes even stronger if the witness holds NVQ assessment qualifications since
they should recognise the value of the process and the importance of proving (rather than simply
assuming) competence. The witnesses will offer their judgement having considered what they
saw, and knowing the implications of their statement. It is strongly recommended that a ‘witness
status list’ be compiled at an early stage and be added to the portfolio and to the assessor’s
records. This is particularly important when alternative assessment methods are used since both
the external and internal verifiers need to be able to validate the reliability and authenticity of
the statement, possibly through interviewing the witness(es) face-to-face or on the phone.

The list should include the witness(es) name(s), contact details including phone number and/or
email, their status, ie assessor or verifier units held, etc and their sample signatures.

Types and uses of testimony

Critical incident testimony

Critical incident testimony is a very real issue in some standards where candidates have to
demonstrate competence, eg dealing with an angry customer or conducting an emergency
evacuation following a bomb threat.

In some cases, candidates actually deal with such incidents during their work and there may
well be some supporting evidence to show occurrence, eg a RIDDOR report following a first aid
incident. Important as these are, they do not show how, ie to what standard, the candidate dealt
with the situation.

More often than not, because of the nature of the incident or the circumstances surrounding it,
there is often little, if any, hard evidence available.

In the absence of an assessor a witness may be hugely valuable. Often, however, witnesses are
members of the public or colleagues and are therefore usually (though not always) unqualified
and unfamiliar with the standards.

It is important not to squander the evidence potential, but care must be taken by assessors and
candidates to ensure that the witness statement is meaningful, and that clear links may be made
between the described incident and the standards. The statement should focus on how the
candidate performed.

Any supporting product/process evidence, eg a customer log/enquiry sheet or an emergency
record, should be included with the statement. If using alternative methods the supporting
evidence should be viewed by the assessor and noted in their records.

This may sound relatively straightforward, but two difficulties can arise:

• firstly, because the incident or situation is now over, the witness(es) may have left the
premises

• secondly, they may not be able or even have time to write out a statement.

One solution is to obtain a name and contact point at the time and for the assessor to then
question the witness and record their answers. This has the advantage of making sure that key
points are covered without adding any unnecessary burden on the witness.

Another solution is for the candidate to relate the incident and their actions as a personal report
and then ask the witness to validate it. The witness must confirm the factual accuracy of the
report, adding their name, date, signature and any other comment they feel able to make. The
report should not contain the candidate’s judgement upon their own competence level.
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Following these guidelines should result in a well-focused, accurate and meaningful witness
statement. A final recommendation is to ensure that assessors brief their candidates at an early
stage about the use of witnesses so that they can be pro-active in securing and using appropriate
witnesses if the opportunity arises.

Character witness testimony

The second type of testimony is a ‘character witness’ statement.

This is usually (though not always) more effective where the candidate is trying to show
consistency over a period of time. Such testimony can demonstrate ‘historical depth’, acting as a
backcloth to other evidence to confirm that the candidate has repeatedly performed to the
standard(s) required.

It is important that the witness is reliable, for example:

• Have they been in a position to observe and talk to the candidate on a regular basis?

• Do they understand and subscribe to the values/attitudes on which they are commenting?

• Are they knowledgeable about the issues, skills, etc on which they are commenting?

• Can they relate their opinion to specific examples of the candidate’s performance?

This type of statement is often from the candidate’s workplace — a manager, colleague, peer,
supplier or similar. As such, (if written) it should be on headed notepaper, signed and dated with
a contact for verification purposes. It is good practice to ask the witness to read the standards
against which they are commenting and to acknowledge this in their statement.

Wherever possible, the witness should be asked to add the standards references to which their
statement refers, even if this is only at component level.

Where there is any doubt about the authenticity of the evidence, assessors and internal verifiers
should check the following:

• signature(s) — does this correspond to the witness status list?

• use of language — is the terminology/phrasing likely to be used by the witness?

If in doubt, talk to the witness, ask them to relate their judgements once more, confirm their
understanding of the formal nature of their evidence, seek other views, and talk to the candidate.

For both types, the assessor needs to check that there are no other interests that may cloud the
judgements made or (equally important) might be seen to do so. This may include relationship
of the witness(es) to the candidate, line management/promotion issues and indebtedness or other
personal ties.

An example of a witness statement form is provided on the following page and is also available
with the other documents needed as separate files.
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Witness statement

Candidate name                                                          Date of testimony                                        

Evidence reference number                                        (to be added later by candidate)

Length of observation                                               

Testimony Component detail3

Witness signature4                                                                                                  

Witness name                                                                                                          

Relationship to candidate                                                                                      

The witness should tick (�) if appropriate.

I am familiar with the NVQ standards to which the candidate is working.

Please read the notes in the Guidance to Centres booklet.

If this form is completed and communicated electronically, prior agreement must be reached in
terms of the use of secure and signed email addresses.

                                                     
3 Where an entire component detail can be evidenced, the component detail number is sufficient. If only
part of a component detail is covered, that part should be expanded in text.
4 This may be a handwritten signature or an agreed electronic signature/pin code
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Appendix I: Record management systems

Record management systems

Managing the complexity of NVQ programme delivery requires a coherent system of
records/recording. Whilst it is possible and preferable to use IT-based systems, it is of course
still possible to use paper-based systems. Products are available in the market place to assist in
the effective management of the information and the recording process.

To ensure that you use a suitable and effective system, it is worthwhile checking it meets the
following basic principles.

• Why do you need the information — what is required, what is useful?

• What are your information needs — who needs it, when, how?

• Which information is essential, which is less essential?

• How will the information be best stored, retrieved, maintained and updated?

• Who is responsible for the overall system?

When systems are adapted it is possible to lose sight of these principles, so it is always
worthwhile reviewing systems at regular intervals to ensure that they are still fit for purpose.

For example, are details of candidate start dates, unit achievement, assessment and verification
dates held by different personnel, in different formats, on different sites? Has any one person
got an overview of the current situation on a day-to-day basis?

This overview should, in most cases, be understood by the internal verifier/co-ordinator. If they
do not have the requisite information overview, their ability to monitor progress and manage the
quality of the NVQ process will, inevitably, be hampered. In large centres, maintaining
information systems is often the role of an administrative officer. But regardless of who actually
collates and updates the information, the lead internal verifier should have the following
information at their fingertips:

For candidates

• Candidate start date, registration date and number, NVQ programme/level.

• Candidate initial assessment including learning needs, APA and APL.

• Workplace location including details of supervisor/manager/mentor/assessor allocated.

• Progress review dates, including latest action agreed.

• Records of assessments and decisions.

• Unit progress and achievement (even if most units are completed late in the programme).

• Certification claim.

For assessors

• CVs up to date and relevant to the programme(s) assessed.

• Assessor or verifier unit certificates or validated copies of the originals, personal
development plans, as assessors, showing professional updating/development on a rolling
basis.

• Candidate workload including assessment sites.

• Records of monitoring assessor performance, including feedback.

• Specimen signatures.
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For internal verifiers

• CVs up to date and relevant to the programme(s) assessed.

• Assessor or verifier unit certificates or validated copies of the originals.

• Personal development plans, as internal verifiers, showing professional
updating/development on a rolling basis.

• Feedback from IV to assessor records.

• Records of monitoring performance including feedback.

• Specimen signatures.

• Records of expert witnesses’ details.

• Assessment sampling strategy, including proposed and actual sampling.

• Monitoring reports.

• Sampling reports.

• Assessor verification reports.

• Records of assessor meetings.

• Records of internal verifier meetings (where more than one IV).

• Current standards.

• Appeals and complaints procedures and records relevant to NVQs.

• Equal opportunities policies and procedures relevant to NVQs.

• Health and safety policies and procedures, including monitoring of placement sites.

• Other centre policies/procedures, eg code of conduct, candidate charter.

• Centre pro-formas — assessment tools, induction profiles, etc.

• Training and support materials, information, handouts.

• Awarding body guidance.

• QCA NVQ Code of Practice.

It is a good idea (used to great effect by some centres) to have a very visual display of candidate
progress, eg using a colour coded, or electronic, wall chart. This keeps track of unit achievement
and it also serves to alert the internal verifier(s) to progress concerns. It may also motivate
candidates if displayed in an area to which they have access.

It is good practice to keep a centre file (manually, computerised or both) in which all the above
information is held, even if copies are held elsewhere.

This should be restricted to named personnel and, where IT systems are used, these should be
password protected — accessible for making amendments only to those who are authorised to
do so. Centres need to ensure that evidence electronically generated and held is demonstrably
reliable and authentic.

Files should also be kept up to date, preferably by a named officer, and easily retrievable, ie it is
of little value to have a highly sophisticated system, which only the administrator and the
software provider can understand and work.
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Where there is more than one internal verifier on a programme, one should adopt the lead or co-
ordinating internal verifier role and take responsibility for managing the programme
information.

Where several NVQs are delivered, it is good practice to ensure that there is an internal verifier
manager/coordinator for the whole centre, who may or may not be the quality
manager/nominee. This can significantly improve communication with the awarding body.

848sb220305:\LT\PD\NVQ\N015856 Contact Centre Operations Prof GC.1-80/3



Guidance to candidates – Edexcel Levels 1 and 2 NVQs in Contact Centre Operations 79
Edexcel Levels 3 and 4 NVQs for Contact Centre Professionals – Issue 1 – March 2005

March 2005



For more information on Edexcel and BTEC qualifications please contact
Customer Services on 0870 240 9800
or http://enquiries.edexcel.org.uk
or visit our website: www.edexcel.org.uk

Edexcel Limited. Registered in England and Wales No. 4496750
Registered Office: One90 High Holborn, London WC1V 7BH


