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	Process information for reception function

	Successful assessment of the unit proves that the learner has achieved the national occupational standard to process information for reception function
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Process information for reception function


This unit is about taking and receiving business telephone calls. It covers finding information for other people – for example, customers and colleagues – and giving them this information quickly and clearly. The unit also covers checking numbers and making basic calculations involving whole numbers and money (to two decimal places).
This unit has four outcomes:
Outcome 1

Be able to deal with incoming and outgoing telephone calls
Outcome 2

Know how to deal with incoming and outgoing telephone calls
Outcome 3
Be able to give people the information they need
Outcome 4
Know how to give people the information they need
Process information for reception function


Evidence
This space is to record the evidence you need to do to complete this unit. The criteria that you should be able to complete are within the learning outcomes.
	No.
	Method*
	Summary of evidence or 
portfolio reference
	Assessor initials

	1
	
	
	

	2
	
	
	

	3
	
	
	

	4
	
	
	


Photocopy if required
*Assessment method key: O Observation; PD Professional discussion; Q Questioning; WP Work product; WT Witness testimony; Oth Other
Be able to deal with incoming and outgoing telephone calls (Outcome 1)
	What you must do


	You must show that you can perform consistently to the same standard. This will be assessed by your assessor using various methods which must include observation of your performance.

	Shaded numbers must be observed

	1

	2

	3

	4


	1
	Answer the telephone promptly, using organisation’s style
	(
	(
	(
	(

	2

	Identify the caller and what they need
	(
	(
	(
	(

	3

	Answer queries accurately according to own level of responsibility
	(
	(
	(
	(

	4

	Make outgoing calls using organisation’s style and procedures
	(
	(
	(
	(

	5

	Give relevant information promptly and accurately
	(
	(
	(
	(

	6
	Refer any queries that are beyond own level of responsibility to the appropriate member of staff

	(
	(
	(
	(


	
	
	What you must cover
You must show that you have covered ALL of the following:
Telephone calls
All must be covered. At least 2 of these must be observed by your assessor.
1
To and from people inside your organisation
(
(
(
(
2
To and from people outside your organisation
(
(
(
(



Be able to give people the information they need (Outcome 3)
	What you must do


	You must show that you can perform consistently to the same standard. This will be assessed by your assessor using various methods which must include observation of your performance.

	Shaded numbers must be observed

	1

	2

	3

	4


	7
	Find out what information is needed
	(
	(
	(
	(

	8
	Identify the right source for the information
	(
	(
	(
	(

	9
	Get the information and organise it clearly and logically
	(
	(
	(
	(

	10
	Give the information to the person who has asked for it within agreed time limits
	(
	(
	(
	(

	11
	Avoid giving out confidential information
	(
	(
	(
	(

	12

	Ask for help from an appropriate member of staff when the information cannot be found

	(
	(
	(
	(

	13

	Politely explain to the person asking for the information if there have been  problems finding it

	(
	(
	(
	(


	
	
	What you must cover

You must show that you have covered ALL of the following:
Information sources
All must be covered. At least 2 of these must be observed by your assessor.
1
From within the organisation
(
(
(
(
2
From external sources
(
(
(
(
3

Own notes
(
(
(
(
Person requesting information
All must be covered. At least 1 of these must be observed by your assessor.
1
Inside your organisation
(
(
(
(
2
Outside your organisation
(
(
(
(



	What you must know

	Evidence for this section can be collected in a variety of ways. Your assessor will discuss with you how to collect and record this information.


	Know how to  deal with incoming and outgoing telephone calls (Outcome 2)
	Ref.

	K1  K
	State organisational style for answering and making telephone calls and why it is important to use it
	

	K2 
	State how to establish a rapport and goodwill with people on the telephone
	

	K3 K
	State the different types of telephone equipment in the workplace and how to use them
	

	K4 K
	State why it is important to communicate effectively and efficiently
	

	K5 K
	Explain how to listen, interpret, extract and record information
	

	K6 K
	State how quickly the telephone should be answered
	

	K7 K
	State why it is important to establish a rapport and goodwill with customers
	

	K8 K
	Describe how to compose messages accurately and effectively
	

	Know how to give people the information they need (Outcome 4)
	Ref.

	K9 K
	State why it is important to interpret information and instructions correctly
	

	K10 
	List sources of information that can be used to help deal with queries
	

	K11 K
	State organisation’s policies and procedures for confidentiality and why they must be followed
	

	K12 K
	State the basic legal requirements for data protection
	


	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	



