Redress Call Compliance Score – Agnes Cleland Call
Client: Agnes Cleland
Handler: Michael
Call Type: Investigation / funding explanation call
Maximum Score: 100
Passing Score: 80 
Call recording scoring system

Section 1 — Funding Explanation (40 points)
	Requirement
	Points
	Score
	Evidence

	Explains client can apply without solicitor
	10
	✅ 10
	“The first one is you could have done this yourself.”

	Explains government-funded solicitor (£2k scheme)
	10
	✅ 10
	“The Scottish Government will pay them a fixed £2,000 fee.”

	Explains firm does not participate in scheme
	10
	⚠️ 8
	Implied but not explicitly stated.

	Explains private representation
	10
	✅ 10
	“You've entered into a private conditional fee agreement.”


Section Score: 38 / 40

Section 2 — Financial Transparency (25 points)
	Requirement
	Points
	Score
	Evidence

	Explains no win no fee
	5
	✅ 5
	“You are in a genuine no win, no fee agreement.”

	Explains fees deducted from award
	5
	⚠️ 4
	Percentage explained but deduction wording not explicit.

	Explains 20% cap
	5
	✅ 5
	“You'll never ever pay more than 20%.”

	Explains cap includes VAT
	5
	✅ 5
	“20% inclusive of VAT.”

	Explains client may receive more using government scheme
	5
	❌ 0
	Not explained.


Section Score: 19 / 25

Section 3 — Neutral Advice (15 points)
	Requirement
	Points
	Score
	Evidence

	Agent presents options neutrally
	5
	⚠️ 4
	Options explained but private option slightly favoured.

	No steering or persuasion
	5
	❌ 0
	Agent states aim is to “maximize your claim value.”

	No criticism of government scheme
	5
	✅ 5
	Government option not criticised.


Example:
“We'll gather as much information as we can so we can maximise your claim value.” 
Audio fil2
This can be interpreted as sales-style framing.
Section Score: 9 / 15

Section 4 — Client Understanding (10 points)
	Requirement
	Points
	Score
	Evidence

	Agent checks understanding
	5
	⚠️ 3
	“Is that okay?”

	Client confirms understanding
	5
	⚠️ 3
	Client responds “that's fine.”


Section Score: 6 / 10

Section 5 — Reflection & Cancellation (10 points)
	Requirement
	Points
	Score
	Evidence

	Client told they do not need to sign today
	5
	⚠️ 2
	No pressure language but not clearly stated.

	14-day cancellation rights mentioned
	5
	❌ 0
	Not mentioned.


Section Score: 2 / 10

Total Compliance Score
	Section
	Score

	Funding Explanation
	38

	Financial Transparency
	19

	Neutral Advice
	9

	Client Understanding
	6

	Reflection & Cancellation
	2


Final Score: 74 / 100

Compliance Rating
Using the scoring model: 
Call recording scoring system
	Score
	Rating

	90–100
	Low Risk

	80–89
	Acceptable

	70–79
	Compliance Concern

	Below 70
	High Risk


⚠️ Result: Compliance Concern (Borderline Fail)

Positive Compliance Elements
This call is one of the stronger ones in your dataset:
✔ full explanation of three application routes
✔ clear explanation of 20% fee cap including VAT
✔ clear explanation of no win no fee
✔ empathetic handling of a vulnerable client
✔ no misleading compensation figures

Key Compliance Gaps
1️⃣ Government scheme financial comparison missing
The agent does not explain that using a government-funded solicitor may leave the client with more compensation.

2️⃣ Slight persuasion language
Statements about maximising claim value can appear sales-focused.

3️⃣ Missing cancellation rights
The 14-day cooling-off period is not mentioned.

