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	You must be able to: 

	1. Understand an organisation’s procedures for dealing with legal, regulatory and ethical requirements in a contact centre

	1.1 Describe an organisation’s procedures for raising legal, regulatory and ethical concerns
	
	
	

	1.2 Explain the scope of legal, regulatory and ethical requirements in a contact centre
	
	
	

	1.3 Explain how the legal, regulatory and ethical requirements relate to a contact centre
	
	
	

	1.4 Describe internal and external sources of information on legal, regulatory and ethical requirements
	
	
	

	1.5 Explain how an “ethical approach” affects a contact centre
	
	
	

	1.6 Explain the importance of contract law in a contact centre
	
	
	

	2. Understand the legal, regulatory and ethical limits of contact centre work

	2.1 Explain the legal, regulatory and ethical requirements relevant to the role
	
	
	

	2.2 Describe the potential consequences of not complying with legal, regulatory or ethical requirements
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	2.3 Explain the importance of working within the limits of the role, responsibilities and authority
	
	
	

	2.4 Explain the process for reporting legal, regulatory and ethical concerns
	
	
	

	2.5 Explain the importance of clarity of communication with the customer to ensure common understanding of agreements and expectations
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