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	CANDIDATE DETAILS

	
LEARNER NAME(S):
	

	LEARNER SURNAME:
	

	ID NUMBER:
	

	NAME OF ASSESSOR:
	

	DATE OF ASSESSMENT:
	

	VENUE:
	

	
	ACHIEVED
	NOT ACHIEVED

	KNOWLEDGE:
	
	

	SKILLS:
	
	

	Signature of Learner:
	Signature of Assessor:

	
	

	ASSESSMENT PLAN

	ASSESSMENT DETAILS:

	DATE OF ASSESSMENT:
	Option 1
	Option 2
	Option 3

	
	
	
	

	TIME OF ASSESSMENT:
	Start:
	
	End:
	

	Venue:
	
	Contact Person:
	

	LANGUAGE MEDIUM:
	ENGLISH

	METHOD OF ASSESSMENT 

	OBSERVATION
	ORAL
	WRITTEN

	SIMULATION
	
	KNOWLEDGE TEST
	
	KNOWLEDGE TEST
	X

	PRODUCT
	
	INTERVIEW
	
	
	

	


	
	
	
	
	

	


	
	
	
	
	

	PRE-ASSESSMENT MEETING CHECKLIST


	ACTION:
	YES/NO:
	COMMENTS:

	Set learner at ease; be friendly, polite and professional.
	

	

	Explain to the learner and agree on the following issues:
1. The unit standard that will be assessed
2. Date, time, venue and process to be followed during the assessment
3. Summative assessment tools to be used for the assessment
4. The assessment plan
5. Purpose of assessment
	
	

	Explain to the learner and agree on the role of all involved during the assessment process.
	
	

	Identify possible barriers and or disabilities of the learner.
	

	

	Explain the meaning and application of RPL.
	

	

	Explain, discuss and provide one complete set of the Appeals process documentation.
	
	

	Explain to the learner when final results will be available and how feedback will be provided.
	
	

	Discuss previous assessment results, if applicable.
	

	

	
I, ______________________________________________________ (initials and surname of learner), 
DECLARE THE FOLLOWING:
A copy of the module has been given to me prior to this meeting. I know I will be assessed against the criteria, which have been set to the applicable module. The criteria have been discussed with me, and the procedures and purpose of the assessment has been clearly explained to me.

I am well aware of the venue, date and time that I will be assessed. I consider the period of time given to me to prepare myself for the assessment to be fair.

I understand clearly that I have the right to appeal against any decision made by the assessor during the assessment of the evidence provided by me, and that I have free access to the appeals procedures attached to this assessment pack. I understand that I have the right to be accompanied by another person during all procedures.

	
	


	Signature of Learner
	Date


















	ASSESSMENT PACK

	Please complete the following sections (A and B) before commencing with this assessment. The moderator of this assessment will complete section C.

	Section A:     LEARNER INFORMATION

	Name:
	

	Surname:
	

	Contact Details:
	

	Apprenticeship Agreement no:
	

	Company:
	

	Site:
	
	Date:
	

	ID
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Section B:     ASSESSOR INFORMATION

	Name:
	

	Surname:
	

	Contact Details:
	

	Assessor No:
	

	Provider No:
	

	Site:
	
	Date:
	

	ID
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Section C:     MODERATOR INFORMATION

	Name:
	

	Surname:
	

	Contact Details:
	

	Moderator No:
	

	Provider No:
	

	Site:
	
	Date:
	

	ID
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	RESULTS:
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	SESSION 1: Work on the following tasks, gathering evidence and attaching all documentation used. Be as practical as possible and use current and past projects to answer the questions asked.

	Learning outcomes

	You are required to comply with service levels as set out in a Contact Centre Operation. After the completion of the assessment process you will be able to:
· Demonstrate an understanding of company specific service levels.

· Meet and maintain service levels.


Note:
In order to achieve the objectives listed above,
· Identify and select a company with in-bound and/or out-bound Contact Centres that are within a commercial or emergency context. You may use your workplace.

· Compile a brief report providing details about the company

· Complete the following tasks and attach all relevant evidence in your POE guide








	









	Section A    
  1
	Define the following terms with examples:	
I. Communication
II. Occupational learning

	       4 



 



























	        2
	a) Identify learning resources that are used in your organisation. In addition, explain the importance of acknowledging sources when using learning materials.                                            		       

b)  How can you organise the following occupational learning materials for efficient use?              
· Videos
· Internet
· Handouts
· Text books
· Charts
· Maps
	       


8


24    



 





	








































	
	        3
	a) The layout and presentation of material when used effectively can add value to the learning strategy and the effectiveness in which information is accessed and used. Explain the use of the following in managing occupational learning materials;
· Index
· Content page
· Glossaries                                                                                                                          
· 
· Identify and explain different types of sectors and organisations with examples
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	        4

	a) Describe and discuss features of the occupational environment. Use examples to support your answer.                                                                                                                                                                                                                                                                                                                                                                                                       
b) Describe and discuss ways in which these features affect learning processes and/or application of learning
	     
6


8




	

















































	  Section B
        1
	Task 1 (SO 5, AC 1, AC 2, AC 3, AC 4)
You are to conduct a role play in the presence of the assessor. Assume your organisation has experienced a wave of strikes over salaries. You have been selected to attend a meeting to negotiate salary increments on behalf of the workers or the management. Make any necessary assumptions.

The assessor shall divide the class into groups for this assessment. Each group must have the following parties.

Parties
· Representative of the workers. The workers want an increment of 20% beginning next month.
· Representatives of the management. The company can only afford 10% as from the next 2 months.

Conduct the negotiation ensuring that you; 
I. actively participate
II. Take different roles in the negotiation and give others chance to express their views.
III. Manage conflicts in the negotiation meeting.
IV. Assist the meeting to reach consensus	

NOTE:
· The facilitator or assessor must fill in the attached observation checklist during the roleplay.
· Attach the observation checklist in your POE.
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	ASSESSMENT FEEDBACK REPORT

	FACILITATOR FEEDBACK & REMARKS:

	

	ASSESSMENT JUDGEMENT
	(Please Mark Relevant)

	Learner’s Total Mark:
	
	Requirements met:
	YES / NO

	Action/s required:


By when:

	LEARNER FEEDBACK & COMMENTS

	



	DECLARATION BY THE FACILITATOR

	
I, ___________________________________ hereby certify that I have examined the learner workbook and I am satisfied with the evidence provided by the learner.

	DECLARATION BY LEARNER

	
I, ____________________________________ declare that I am satisfied that the feedback given to me by the Facilitator was relevant, sufficient and done in a constructive manner.
I accept the assessment judgment and have no further questions relating to this particular assessment event.

	Learner Signature:
	Date:
	Facilitator Signature:
	Date:

	

	
	
	

	DECLARATION BY THE ASSESSOR

	
I, _____________________________________ hereby certify that I have examined the learner workbook and I am satisfied with the Facilitator Judgment of this assessment.

	Assessor Signature:
	Date:
	Moderator Signature:
	Date:
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