Sector Routeway into Contact Centres
The following assumes that customers have undergone general employability training and are ready to return to work with some motivational and skills training.  It also assumes that they have IT skills suitable for the role. 
The training need would also have been identified by JCP or provider, with the relevant key accounts or cluster of LEP employers informed or the training beforehand.
Preparation Stage

· Personal Development Course, such as Chrysalis (provided by RBLI) or GOALS
· Attendance to event about care sector- Benefits of working in contact centres, career paths/progression, presentation by contact centre employees
· An up to date CV tailored to care industry

· Assessment by Adviser that they are suitable for the role
· IT skills analysis

· Pre-screening by named person

· Referral onto suitable courses following instructions

Skills & Pre-employment Training

Pick and mix depending on the needs of the customer, and whether an employer led pre-employment training package.

· Application forms

· Interview techniques

· ‘Being an effective employee’

· Communication skills

· Job searching/employers welcome

· Telephone Handling Skills
· Customer Service skills
· Selling over the telephone
· Time management 
Job Searching

· Job clubs

· Employers to interview customers, as part of guaranteed interview scheme
In Work Support & Follow Up

· Train to Gain & other programmes depending on customer needs eg Workstep
