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	unit 131 (1FOH4)

	Make and receive telephone calls

	Successful assessment of the unit proves that the learner has achieved the national occupational standard to make and receive telephone calls
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Make and receive telephone calls


This unit is about making, receiving or transferring telephone calls in line with organisational requirements.

You will use the following specific skills:

· communicating

· personal presentation

· questioning

· summarising
This unit has four outcomes:
Outcome 1

Understand how to make telephone calls
Outcome 2

Understand how to receive and transfer telephone calls
Outcome 3
Be able to make telephone calls
Outcome 4
Be able to receive telephone calls
Make and receive telephone calls


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 make telephone calls (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


	1
	Identify the purpose of the call
	(
	(
	(
	(

	2

	Obtain the name and number of the person to be contacted
	(
	(
	(
	(

	3

	Make contact with the person
	(
	(
	(
	(

	4

	Communicate information to achieve the purpose of the call
	(
	(
	(
	(

	5

	Project a positive image of self and organisation
	(
	(
	(
	(

	6
	Summarise the outcomes of the conversation before ending a call
	(
	(
	(
	(

	7
	Report telephone system faults, if necessary
	(
	(
	(
	(


	
	
	


Be able to receive telephone calls 
(OUTCOME 4)
	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


	8

	Answer a phone following organisational procedures

	(
	(
	(
	(

	9

	Give a positive image of self and organisation

	(
	(
	(
	(

	10

	Identify the caller, where they are calling from, and what they need

	(
	(
	(
	(

	11
	Give accurate and up-to-date information whilst protecting confidentiality and security

	(
	(
	(
	(

	12
	Transfer calls, if required

	(
	(
	(
	(

	13
	Take and pass on messages according to the caller’s needs

	(
	(
	(
	(

	14
	Summarise the outcomes of the conversation before ending the call

	(
	(
	(
	(

	15
	Report telephone system faults, if necessary

	(
	(
	(
	(


	
	
	


	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.


	Understand how to make telephone calls (OUTCOME 1)
	Ref.

	K1 
	Describe the different features of telephone systems and how to use them
	

	K2 
	Give reasons for identifying the purpose of a call before making it
	

	K3 
	Describe different ways of obtaining the names and numbers of people that need to be contacted
	

	K4 
	Describe how to use a telephone system to make contact with people inside and outside an organisation
	

	K5 
	Explain the purpose of giving a positive image of self and own organisation
	

	K6 
	Explain the purpose of summarising the outcomes of a telephone conversation before ending the call
	

	K7 
	Describe how to identify problems and who to refer them to
	

	K8 
	Describe organisation structures and communication channels within an organisation
	

	K9 
	Describe how to follow organisational procedures when making a telephone call
	

	K10  K
	Explain how to report telephone system faults
	

	Understand how to receive and transfer telephone calls (Outcome 2)
	Ref.

	K11 
	Describe how to identify callers and their needs
	

	K12 
	Explain the purpose of giving accurate and up to date information to callers
	

	K13 
	Explain the purpose of confidentiality and security when dealing with callers
	

	K14 
	Describe the types of information that could affect confidentiality and security and how to handle these
	

	K15 
	Describe ways of identifying the appropriate person to whom a call is transferred
	

	K16 
	Describe the information to be given when transferring calls or leaving messages
	

	K17 
	Describe how to identify problems and who to refer them to
	

	K18 
	Describe how to follow organisational procedures when receiving a telephone call
	

	K19 
	Explain how to report telephone system faults
	


	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	



