Introduction to Ethics and
Responsible Practice in
Customer Education

Ethics is now trust-critical as education
scales across products, regions, channels

Course scope: honest design, responsible
learner data, truthful claims, equitable access,
ethical Al

Four tensions: growth vs. autonomy,
personalization vs. privacy, convenience vs.
manipulation, speed vs. review

How to use: frameworks, checklists,
case discussions, 30-60-90 day team
action plan




Background: How Customer
Education Became a Trust-Critical Function

Ad-hoc Structured Measurable
Onboarding Programs Outcomes

From ad-hoc onboarding to structured programs with measurable outcomes

Surrounded by GDPR, CCPA/CPRA, COPPA, FERPA, LGPD, and PDPA obligations
2025-2026 enforcement: FTC and state AG scrutiny on edtech and children's data

Regulators now target dark patterns and Al transparency in education platforms

Ethics decisions once owned by legal and privacy teams now sit with educators
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Core Ethical Principles for Learning Content
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A LEARNING EXPERIENCE

Truthfulness " Autonomy | Equity Transparency
never overstate informed consent, accessibility, inclusive disclose data collection,
outcomes or hide real opt-outs, no representation, third-party tools,
sponsored content manipulative plain language, Al assistance,
enrollment design fewer barriers content provenance

@ ‘ UDL framing: reduce barriers to support learner agency and ethical choices



The Regulatory Landscape
You Actually Need to Know

GDPR:

data minimization
and a documented
lawful basis for all
processing

FERPA

education records
and school official
contracts; state laws
ban profiling and
data sales

CCPA/CPRA:

notice, correction,
deletion, and opt-out
of automated
decision-making

Dark pattern bans:
no pre-ticked boxes,
no forced action,

one-click cancellation

‘ COPPA amendments:

full compliance
deadline was
April 22, 2026

EU Al Act Article 50:
disclose Al interactions
and Al-generated

content, applicable
August 2, 2026




Responsible Use of Learner Data
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Collect only data Tell learners what Make withdrawal Set retention Require no-training
needed for the you track before as easy as schedules; delete clauses and
stated learning you track it giving consent securerly, not subprocessor
purpose indefinitely control from

Al vendors
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Avoiding Dark Patterns in
Enroliment, Upsells, and Certification

o Common tactics: basket sneaking,
confirm shaming, forced action,

hidden fees

Manipulative Flow Respectful Flow

Roach motel cancellation and
engineered progress lock-in trap
learners

CCPA fined PhysicsWallah INR 5 lakh
for pre-selected donations and
forced data

Manipulation

Respect autonomy: visible total costs,
neutral decline, easy one-click
cancellation

Design reviews catch manipulation
before complaints or fines



Designing Honest and
Inclusive Learning
Experiences

Objectives and assessments match
real learner outcomes, not marketing
claims

UDL: multiple means of representation,
action and expression, engagement

Reduce barriers to build learner agency
and intentional, self-directed learning

Represent diverse learners accurately
in examples and imagery; avoid tokenism

Accessibility by design: captions,
transcripts, keyboard navigation,
WCAG checks
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Ethical Use of Al in
Customer Education
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Create Check

Human Govern
with Al and Validate Review and Protect

Human Review LoOP

B 2 &2

Test automated
assessments for
fairness; keep
humans reviewing
consequential
decisions

Use learner data

for relevance, never
coercive nudges or
emotional pressure

Disclose Al
assistance and
fact-check every
output before
publishing

RESPONSEBLE Al
STRONGER LEARNERS

o

Contract for no
model training on
learner data;
enforce strict
retention limits

BETTER
LEARNING
BRIGHTER
Pkm PLE

@@

Publish
for Learners
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Route all Al
content through
human review
before release



Case Study: A Certification
Program with Inflated
Completion Claims

) Marketing promotes near-universal
«‘: certification; internal data shows
far lower completion

learner trust and invite consumer
protection scrutiny

Who owns accuracy of outcome

. Misleading outcome claims erode
© claims, and what evidence is required?

Remedy with claims substantiation
- workflow and plain-language
outcome reporting

Q Audit published statistics periodically
and correct past overstatements




Case Study: Learner Tracking That Exceeded Stated Consent 2

Scenario:
analytics and Al features expanded
past the original consent

Issue:
purpose limitation, consent validity,
and third-party Al data flows

Issue:
deletion requests that cannot
reach model weights

Discuss:
what should have been disclssed,
and how to notify learners

Remedies:

consent inventory, no-training
clauses, disclosure versioning,
re-consent
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Original
Consent

Learner Trust
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Expanded
Analytics and Al
Features
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Case Study: Al-Generated
Course Content with Undisclosed Bias

Al-drafted modules contained
biased examples, inaccuracies,
and no disclosure

Issues: fairness, accuracy,
transparency duties, and
reputational risk

Discussion: how much review
is enough before release?

Discussion: how do we test for
bias and correct content already
in circulation?

Remedies: human-in-the-loop
review, bias checklists, Al disclosure
standards, content versioning

Course Module
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Embedding Ethics into Daily Work:

Checklists, Decision Trees, and Ownership

Content review checklist:

accuracy, claim substantiation,
Al and sponsorship disclosure, Ethical
accessibility

dilemma

Data collection checklist:

purpose, lawful basis, consent,
retention, vendor terms, deletion

Decision tree: when to disclose,
pause, escalate, or override

Named owners for

content accuracy, learner data,
accessibility, and Al governance
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Disclose Pause Escalate Override

Audit trail documenting decisions

from intake to release e S Mo
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Measuring Ethical Practice
and Continuous Improvement

Go beyond completion rates:
measure coverage, process
quality, and real outcomes

Track leading indicators:
training participation, review
cycle times, open audit findings

Watch lagging indicators:
complaints, corrections,
regulatory inquiries, learner trust

Review annually as rules, Al tools,
and platforms change

Report progress and findings
to leadership

0000



Action Planning:
Next Steps for Your Team

Pick one high-risk area from your
A current program, using this course's
case discussions

a Draft a 30-60-90 day plan:
30 audit, 60 policy, 90 training

Assign named owners for learner
d@» data privacy, content accuracy,
accessibility, Al governance

Schedule a 90-day follow-up review
28] and track open audit findings

E Commit to one transparency artifact:
ethics summary or disclosure update




PersonWise.

PersonWise - Al digital-human course platform

Scan the code or click anywhere to watch this course live, with voice Q&A

personwise.ai/t/62c387e7/public


https://personwise.ai/t/62c387e7/public?entry_surface=public_courseware_pdf

