Level 2

APPRENTICESHIP STANDARD

CUSTOMER SERVICE
PRACTITIONER

For careers in customer service:
Customer service assistant
Sales assistant
Retail assistant
Customer service advisor
Helpdesk assistant
Call centre operative

Industry overview
Whether a business is dealing
directly with the public or with
other businesses, all companies
need an effective and consistent
customer service function.
Those working in customer
services are often the first point of
contact for customers and clients
so they need to be polite, friendly
and helpful in order to give a
good impression of the business.
Depending on the industry other
duties may include answering
queries, selling to customers,
taking payments and handling
any complaints.

Good customer service commands
loyalty from customers, leads to
repeat business and ultimately
has a positive effect on reputation
and growth. Ensuring your
customer services staff are highly
trained and understand the
need for delivering a high quality
customer experience is vital.
Learning Unlimited’s Level 2
Customer Service Practitioner
apprenticeship standard has
been designed with the needs
of the employers in mind,
ensuring core customer service
skills are embedded within a
comprehensive training and
development plan.

Standards – the benefits
The Level 2 apprenticeship standard offered by Learning Unlimited is
bespoke and can be individually designed to meet company mission
statements and objectives.
An apprentice can be fully trained within just 15 months to a standard
that has been devised and approved by employers from the industry,
bringing you a range of additional benefits. The training delivered is of a
higher quality than ever before, developing a competent and productive
employee.
This standard is unique in its design and flexibility, offering employers
the opportunity to have direct input into how training fits in with their
business and tailor content to match their culture and long term growth
objectives. The team who have developed this standard have created
bespoke, high quality digital resources specifically for customer service
apprentices. They will also take the time to research and understand
your business and your goals before training even begins, enabling them
to provide a system of training and development that fits seamlessly
with your day to day operations.

Entry requirements
• Grade C/4 in GCSE English and maths

Duration
• 15 months

Delivery plan and
apprentice progression
Throughout the apprenticeship, the apprentice is assessed
to ensure that they are progressing at the right pace and
developing the skills and knowledge expected.

Workplace behaviours development
• Working as part of a team
• Being open to feedback
• Treating all customers equally

End Point Assessment (EPA)

Month 1-4

Month 5-8

Month 9-11

Month 12-15

(Delivery of Phase 1)

(Delivery of Phase 2)

(Delivery of Phase 3
and Gateway)

(End Point Assessment)

• Practical observation of skills and behaviours
• Professional discussion of skills and behaviours
• Review of apprenticeship showcase

Analysis of occupational brief

Review of apprenticeship showcase

Final review of apprenticeship showcase

End Point Assessment

Skills and knowledge development

Review of apprenticeship showcase

Review of monthly tutorials

Practical observation

• Interpersonal skills

Observation of skills and behaviours

Professional discussion of knowledge
and behaviours

Mock assessment for observations and
profession discussions

In depth practical discussion of
knowledge elements

• Dealing with customer conflict and challenges
• Understanding the organisation
• Communication skills
• The ability to influence others

Professional discussion of knowledge
and behaviours

Observation of skills and behaviours

Functional Skills (depending on ability)

Gateway meeting with employer,
apprentice and Learning Unlimited

• Organisational skills
• Meeting regulations and legislation systems
• Understanding the role and responsibilities
• Customer experience
• Product and service knowledge

Qualifications gained
• Functional Skills English and maths
• Level 2 Customer Service Practitioner (optional)

Off-the-job training
Every apprenticeship includes off-the-job training equating to 20% of the learning undertaking – equivalent
to one day per week. Off-the-job training must take place during employed time and should not consist of the
usual daily duties and responsibilities the apprentice undertakes as part of their role. Off-the-job training must
be relevant to the apprenticeship standard and can consist of a wide range of work and tasks, from projects,
lectures and seminars to blended learning and regular training to use specialist equipment.
Off-the-job training can form part of regular weekly session or combined for larger blocks of time, depending on
the approach which works best for the employer. The Learning Unlimited team can help advise on appropriate
off-the-job training if required.

Progression
Those who successfully complete this apprenticeship will be qualified to work in a number of customer facing roles
in a range of different industries, including retail, sales, hospitality and entertainment.
There is also the option to stay in education and continue to study a relevant Level 3 qualification to further
develop knowledge and skills ready for a higher level career.

