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	Scope (Activity / Area Audited): ISO 22458:2022 compliance

	Criteria (ISO Standards / Internal Procedures): Compliance with ISO 22458 standards and documented procedures / records (This checklist is based on the requirements of ISO 22458:2022 Standard. In order to review each clause it necessary to reference the full ISO 22458:2022 standard)

	Auditor(s) : 
	Date : 



	Clause
	Evidence Viewed / Response / Findings

	4.1 Commitment


	

	4.2 Principles
4.2.a Accountability
4.2.b Empathy
4.2.c Empowerment
4.2.d Fairness
4.2.e Flexibility
4.2.f Inclusivity
4.2.g Innovation
4.2.h Privacy
4.2.i Transparency

	

	4.3 Strategy
4.3.1 Outcomes focused
Focused on outcomes for vulnerable consumers by ensuring: - 
4.3.1.a fair treatment 
4.3.1.b inclusive services
4.3.1.c support provision
4.3.1.d suitable support 
4.3.1.e redress
4.3.1.f no disadvantages 
4.3.2 Responsibility
Responsibility given to specific member(s) of staff for: -
4.3.2.a coordination 
4.3.2.b implementation 
4.3.2.c identification / allocation 
4.3.2.d data collection 
4.3.2.e awareness and training
4.3.2.f monitoring and evaluation
4.3.2.g reporting 
4.3.3 Proactive approach
Proactively meeting the needs of vulnerable consumers through: - 
4.3.3.a customer data
4.3.3.b customer / staff feedback
4.3.3.c with relevant stakeholders
4.3.4 Policies
Policies should be developed covering: - 
4.3.4.a consumer vulnerability
4.3.4.b data protection
4.3.4.c third – party representatives
4.3.4.d interruptions to essential services
	

	5 Inclusive design
5.1 Design of an inclusive service 
5.1.a accessible
5.1.b consumer feedback
5.1.c protects consumers
5.1.d no penalties
5.1.e reduced risk of harm
5.1.f assesses its own impact 
	

	5.2 Touchpoints
Examples include: - 
5.2.a contact channels
5.2.b consumer information
5.2.c sales 
5.2.d payments 
5.2.e cancellation
5.2.f complaints 
5.2.g environment
	

	5.3 Understanding consumer vulnerability
5.3.1 Consumer insight methodology including: -
5.3.1.a tools
5.3.1.b stakeholders
5.3.1.c engagement 
5.3.1.d customer feedback 
5.3.2 Research and mapping of potential and existing customer base
5.3.3 Stakeholder partnerships with specialist organisations
5.3.4 Consumer engagement including testing or trials covering: - 
5.3.4.a difficulties
5.3.4.b provision 
5.3.4.c needs
	

	5.4 Consumer contact channels
5.4.1 Choice of different contact channels
5.4.2 Ease of use of contact channels
5.4.3 Awareness of contact channels offered highlighting: - 
5.4.3.a contacts directory
5.4.3.b times
5.4.3.c costs
5.4.3.d assistance available 
5.4.4 Telephone services for consumers with accessibility features: -
5.4.4.a few steps 
5.4.4.b clear exits 
5.4.4.c clear speech
5.4.4.d sufficient response time
5.4.4.e access to assistance 
	



	5.4.5 Online services 
features for accessibility for those with: - 
5.4.5.a visual impairments
5.4.5.b learning difficulties
5.4.5.c manual dexterity impairments
	

	5.5 Consumer information
5.5.1 All information provided to consumers should be: - 
5.5.1.a clear
5.5.1.b accurate
5.5.1.c relevant
5.5.1.d timely
5.5.2 Presentation of key information
5.5.2.a terms of service
5.5.2.b alternative formats
5.5.2.c printed form
5.5.2.d simple representations
5.5.2.e information received / understood
5.5.2.f changes
	

	5.6 Sales and contracts
5.6.1 Sales
Policy for sales to vulnerable consumers. Good practice includes:
5.6.1.a review 
5.6.1.b conduct 
5.6.1.c methods 
5.6.1.d assessments 
5.6.1.e cooperation 
5.6.1.f ensuring informed decisions
5.6.1.g rectifying misunderstandings
5.6.1.h audits 
	

	5.7 Payments and billing
5.7.1 Choice and flexibility of payments offered to consumers
5.7.2 Acting responsibly to non-payments and supporting consumers
5.7.3 Billing 
document set out with information consumers need to: -
5.7.3.a pay 
5.7.3.b contact 
5.7.3.c enquire / complain
	

	5.8 Complaints and disputes
The organisation should ensure: - 
5.8.a system is visible 
5.8.b processes are accessible
5.8.c staff trained
5.8.d timescales 
5.8.e escalation options
5.8.f monitoring
	

	6. Resources to support service delivery
6.1 Ensure sufficient resources in place to deliver inclusive service
6.1.a frontline staff
6.1.b internal specialist vulnerability team
6.1.c IT systems
6.1.d premises, equipment, materials and publications
	

	6.2 Frontline staff
6.2.1 Provide frontline staff with necessary resources including: - 
6.2.1.a advice 
6.2.1.b information 
6.2.1.c training 
6.2.1.d IT systems
6.2.2 Empowerment – staff given appropriate levels of authority 
6.2.3 Training in consumer vulnerability
6.2.3.1 Key areas of training for frontline staff covering: - 
6.2.3.1.a organizational strategy, policies and procedures
6.2.3.1.b risk factors 
6.2.3.1.c signs of vulnerability
6.2.3.1.d collecting information
6.2.3.1.e communication
6.2.3.1.f consumers at risk
6.2.3.1.g consumer challenges
6.2.3.1.h specialist advice
6.2.3.1.i complaints / disputes process
6.2.3.1.j national / regional legislation 
6.2.3.2 Training records – maintain records of staff training
	

	6.3 Consumer facing online systems – where A.I is used: - 
6.3.a inclusive design 
6.3.b assess for harm 
6.3.c corrective action 
	

	6.4 Management of consumer vulnerability data
6.4.1 When collecting / managing data on consumer vulnerability: - 
6.4.1.a consumer centric 
6.4.1.b relevant information
6.4.1.c consumer control 
6.4.1.d data protection
6.4.2 Data policy – should cover: - 
6.4.2.a what is recorded and why
6.4.2.b consumer access 
6.4.2.c data storage 
6.4.2.d data sharing
6.4.2.e privacy risks 
6.4.2.f retention period
6.4.2.g data disposal
6.4.2.h communication 
6.4.3 Privacy and security 
consumer data secured by ensuring: -
6.4.3.a confidentiality
6.4.3.b consequences for mishandling
6.4.3.c restricted access
6.4.3.d secure IT systems 
6.4.3.e plans for security incidents
6.4.4 Knowledge and consent
when collecting data staff explain: - 
6.4.4.a importance
6.4.4.b use
6.4.4.c consequences of sharing
6.4.4.d withdrawing consent
6.4.4.e access
6.4.5 Internal data sharing – to improve outcomes for vulnerable 
6.4.6 External data sharing – only to provide specialist information
	

	6.5 Dealing with third-party representatives
Policy with guidance on third party representatives should cover: - 
6.5.a relevant legislation
6.5.b representatives 
6.5.c help for non-mandated
6.5.d specialist legal advice
6.5.e interpreters / translators
6.5.f harmful third parties
6.5.g removing rights
	

	6.6 Interruptions to service
6.6.1 Interruption due to external events 
Plan to communicate an incident with consumers which includes: - 
6.6.1.a changes 
6.6.1.b timeline 
6.6.1.c compliance 
6.6.1.d lessons learned
6.6.2 Interruption to essential services
If aware of an interruption you should: - 
6.6.2.a contact vulnerable consumers
6.6.2.b offer alternative arrangements
6.6.2.c keep consumers updated until service restored
	

	7. Identifying consumer vulnerability
7.1
Staff must be trained to recognize consumer vulnerabilities by: - 
7.1.a understanding risk factors 
7.1.b recognizing signs 
7.1.c encouraging disclosure
	

	7.2 Risk Factors
Guidance for staff on risk factors for vulnerabilities covering: -
7.2.a complexity 
7.2.b role of risk factors 
7.2.c combined risk factors
7.2.d duration of risk factors 
7.2.e organisational behaviour 
	

	7.3 Signs of vulnerability
7.3.1 
Frontline staff must be trained to recognise consumer vulnerabilities
7.3.2 Frontline staff observation
Training for staff to recognise consumer difficulties related to: - 
7.3.2.a memory
7.3.2.b understanding
7.3.2.c communicating
7.3.2.d payment
7.3.2.e evaluating
7.3.3 Automated flags
Improve service to vulnerable consumers using automated flags to: -
7.3.3.a enable early identification 
7.3.3.b summarise key facts
7.3.3.c prompt communications 
	





	7.4 Encouraging sharing of vulnerability information
7.4.1
Encourage consumers share information on vulnerabilities by: - 
7.4.1.a ensuring trained staff
7.4.1.b ensuring forms support disclosure
7.4.2 Frontline staff
When helping consumers share information on vulnerability staff should: - 
7.4.2.a recognise consumer self-perception 
7.4.2.b consumer concerns 
7.4.2.c open questions
7.4.2.d non-judgemental
7.4.2.e explain benefits 
7.4.2.f offer reassurances 
7.4.2.g not ask for full details
7.4.2.h communicate safeguarding information
7.4.2.i abide by principles of 6.4.1
7.4.3 Online and paper forms
Online and paper forms can support consumer sharing of information through: - 
7.4.3.a reminders of benefits
7.4.3.b reassurance of use
7.4.3.c asking right questions
7.4.3.d text boxes for further details
	

	7.5 Recording information about vulnerability
7.5.1 collection should comply with 6.4.1 and management with 6.4
7.5.2 Creating customer records
Where personal information is collected, staff should record: - 
7.5.2.a minimum amount 
7.5.2.b situation 
7.5.2.c facts 
The type of information recorded may include
7.5.2.d circumstances
7.5.2.e effect and support needed
7.5.2.f circumstances posing risk 
7.5.2.g actions taken or support offered to date
7.5.2.h recommended future actions 
7.5.3 Referring to customer records
Existing customer records should detail: - 
7.5.3.a needs
7.5.3.b difficulties
7.5.3.c actions taken / support offered, to date
7.5.4 Updating customer records
Staff should update records at each individual contact and include: - 
7.5.4.a changes to circumstances 
7.5.4.b support provided, to date
	

	8. Responding to consumer vulnerability
8.1 Provide staff with necessary resources to: - 
8.1.a creatively respond
8.1.b be flexible 
8.1.c improve individual’s outcomes
8.1.d improve outcomes for others
	

	8.2 Taking action to improve outcomes for individuals
8.2.1 Understanding risks and needs
Develop guidance for staff on difficulties faced by the individual
8.2.2 Understanding the individual’s relationship with the organization
Staff should review current service provision
8.2.3 Provide guidance to staff on response options which aim to:- 
8.2.3.a mitigate harm
8.2.3.b improve final outcome
8.2.4 shared decision making
Staff work with consumer to decide most suitable response, ensuring:
8.2.4.a feasibility
8.2.4.b consumer engagement
8.2.4.c consumer understanding
8.2.5 Directing to specialist information, advice and support
Where specialist information is beneficial staff should refer them to: - 
8.2.5.a specialist 
8.2.5.b trusted external organisation
	

	8.3 Taking action to improve the outcomes for others
Staff should know where to raise concerns to minimise harms
	

	9 Monitoring, evaluation and improvement
9.1 Monitoring
You should have systems to enable your organisation to capture: - 
9.1.a Customer satisfaction
9.1.b Aggregated data from customer records
9.1.c Consumer complaints
9.1.d Staff feedback
	

	9.2 Evaluation
Systems to review findings from monitoring in 9.1 to identify: -
9.2.a problems and trends 
9.2.b aspects below targets
9.2.c non-compliance
9.2.d areas needing improvement
9.2.e actions for improvement
	

	9.3. Continual improvement
Organisation should continually improve outcomes for vulnerable consumers through: - 
9.3.a customer and staff feedback
9.3.b encouraging creativity in development of services
9.3.c mitigating harm
9.3.d consumer-focused approach
9.3.e stakeholder engagement
9.3.f applying best practice
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