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Unit 15: Principles of legal, regulatory and ethical requirements on a contact centre

CANDIDATE EVIDENCE CHECKLIST

	CENTRE NUMBER:
	CANDIDATE NAME:

	ASSESSMENT REQUIREMENT
	1. Understand legal, regulatory and ethical requirements in a contact centre
	Portfolio reference
	Date completed

	General information
	Name the chosen contact centre

The job role selected
	
	

	A   Explain the affect on a contact centre of legal, regulatory and ethical requirements 
	TWO examples of health and safety legislation/regulation
ONE example legislation/regulation relating to each of the following

· data protection and confidentiality

· equality and diversity

· employment

· specific to the selected contact centre

For EACH piece of legislation ONE affect it has on the organisation and ONE limitation it places on an individual’s job role. (AC1.2, 1.2, 2.1, 2.3)

THREE main components of contract law with ONE example of its importance to a contact centre.  TWO reasons for clarity of communication to customers on agreements and expectations  (AC1.6, 2.5)

TWO examples of how an ethical approach affects a contact centre (AC1.5)
FOUR potential consequences of not complying with legal, regulatory and ethical requirements including TWO to an individual and TWO to the organisation (AC2.2)
	
	

	B  Describe procedures and processes in a contact centre relating to legal, regulatory and ethical concerns  
	TWO procedures for raising concerns and TWO processes for reporting concerns (AC 1.1, 2.4)

FOUR sources of information including TWO internal and TWO external (AC1.4) 
	
	


I confirm that the evidence provided is a result of my own work.  

	Signature of candidate:
	

	Name (block capitals):
	

	Date:
	


I confirm that the candidate has met all of the assessment requirements for this unit.

	Signature of Assessor:
	

	Name (block capitals):
	

	Date:
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