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Question 10

Explain, with reference to
legislation, why it is
important that call centre
staff at Jemijo, working
on the 24/7 claims
hotline, have adequate
periods of rest between
periods of work and do
not work excessive
hours(AC 3.1)

CIPD

» Important to consider the context.
« Staff work shifts covering a 24-hour

period, every day of the year.
« Apply knowledge of relevant

legislation. For example, Working

Time Regulations 1998.
* Duty of care.
» Work-life balance
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Question 11

Briefly explain what is
meant by the term
wellbeing and explain
why wellbeing is
important in Jemijo’s call
centre. (AC 3.2)

CIPD

You should:

» Check both parts of the question
are addressed.

« Start by explaining what is meant
by wellbeing

* Then explain why wellbeing is
important in Jemijo’s call centre -
could consider the business case
and moral/ethical case.
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Question 12

Henry, a call centre manager at
Jemijo, is keen to attract and
select young people to work in
the call centre and suggests
advertising vacancies for 18- to
21-year-olds. With reference to
discrimination legislation,
summarise why this approach
presents a legal risk. (AC 3.3)

CIPD

You should:

* Focus clearly on the scenario in this
question.

+ Do not write lengthy detailed
descriptions of législation.

» Summarise why it is unlawful to
advertise for 18-to 21-year-olds.

« Cite relevant, up-to-date legislation,
naming the relevant protected
characteristic/grounds and relevant
unlawful behaviour.

+ Ensure own words are used, to show
own knowledge and undersf:andlng.
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Question 13

Explain how the terms
diversity and inclusion
differ and why diversity
and inclusion are
important in Jemijo’s
call centres. (AC 3.4)

CIPD

You should:

Explain each term in turn, showing
you understand the term and drawing
out the differences.

When explaining each term, the
importance of that term could also be
explained. Alternatively, the
importance of diversity and inclusion
could be explained separately.

Whichever approach is taken, it is
essential to explain why diversity and
inclusion are important in Jemijo's
call centres.




