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The Customer Service Practitioner apprenticeship standard

(# p i

.—
Initial On-programme Gateway End-point Complet.i(.)n . Occupational
assessment phase: on-the-job employer assessment and certification  competence
and off-the-job
training

_, Knowledge, skills - Maths and English Level 1 5 * Apprentice showcase
and behaviours > passed and Level 2 * Practical observation (one-

attempted hour)
« Show evidence of the * Professional discussion
relevant knowledge, skills (one-hour)

and behaviours as set out in
the standard
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Customer Service Practitioner standard

Knowledge SkKills Behaviours/attitude
« Knowing your customers. * Interpersonal skills. * Developing self.
* Understanding the organisation. . Communication. - Being open to feedback.
¢ Meetlng reglJIationS and . Inﬂuencing skills. « Team Working_
legislation. « Personal organisation. . Equality — treating all
- Systems and resources. o . qualiity tng
o « Dealing with customer conflict customers as individuals.
* Your role and responsibilities. and challenge. . Presentation — dress code

* Customer experience. professional language.
* Product and service knowledge. - ‘Right first time’
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Occupational brief

Grading is covered in the occupational brief, for example:

Module Standard What do | need to Pass criteria Distinction Method of
know? criteria assessment

1.1 What are your

organisations products Explain the difference
and/or services? between the features
and benefits of _ _
1. Understand 1.2 What is the difference | products and/or Explain why it's
the product or between providing a services in relationto ~ Important to
Prod_uct and services that are product and providing a the organisation. update their Apprentice
service available from service? knowledge on the showcase
knowledge. your organisation’s '
organisation and 1.3 How do you update Describe how to products and/or
keep-up-to-date. and maintain your maintain their services.
knowledge of your knowledge of the
organisations products organisation’s
and/or services? products and/or

services.
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Customer Service Practitioner standard

Mapping to existing qualification.

Knowledge Apprenticeship: what is | City & Guilds qualification units and learning outcomes for
required the Level 2 Diploma in Customer Service (5530-02)

Product and Understand the products 201 — Deliver customer service.

Service or services that are LO1 — Understand customer service delivery.

knowledge. available from your LO3 — Be able to prepare to deal with customers.
organisation and keep up 210 — Promote additional products and/or services to customers. ‘
to date. LO1 — Understand the promotion of additional products and/or

services to customers.
LO2 — Be able to promote additional products and/or services to
customers.

The apprentice must understand the difference between providing
a product and providing a service. They should also be able to
explain why it is important to update their knowledge on the
organisation's products and/or services.
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Key documents for this standard

The Customer Service

Practitioner apprenticeship

standard

« Short, easy to understand
document that describes the
competencies required to

undertake that occupation well.

« Designed by the employer
group.

* Approved by IfA.

The assessment plan

Describes the apprentice
journey and EPA for that
particular apprenticeship
standard.

What will be assessed: how
it will be assessed; who it
will be assessed by.

The EPA customer pack

* Available to customers who have
registered for Customer Service
Practitioner EPA.

» Describes the EPA process in detail.

Contains the requirements to prepare

for EPA.


https://www.instituteforapprenticeships.org/apprenticeship-standards/customer-service-practitioner/
https://www.instituteforapprenticeships.org/media/1166/customer_service_practitioner.pdf
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Off-the-job training, the vital 20%

Off-the-job training must be directly relevant to the apprenticeship standard and must take place within the apprentice’s
normal working hours. It can include:

N~ _
.' Teaching of theory - lectures 6 Simulated exercises and @ Attendance at competitions
= role play

Manufacturer training *£  Learning support provided by
e.g. new equipment or «/

Some online learning

\ employer or the provider = : -
technologies e.g. webinars or blended learning
i,,i Shadowing or being mentored @{&}) Practical training Visiting the employer’s
other departments
@ Time spent by the apprentice writing o@e |ndustry visits or visiting other companies
assessments/assignments .'|T|'. or suppliers
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Our offer designed around centres, employers and apprentices

End-point
assessment
preparation

Apprentice
journey
design

Embedding Tracking

assessment progress

Improving the delivery and success of your apprenticeships,
particularly when focused on:

« portability and visibility

« apprentice experience

« apprentice motivation.
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Essential content A?opjfn”ﬁyce

design

Our blend of e-learning and core content covers:

Equality

British values
and

diversity
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Apprenticeship training manual Apprentice

journey
design

.
Apprertiosthip Traning Mamwl Clty
Love 2 * Guilds
e - - £ Ol i Bt

Lustomer Service

CUSTOMER SERVICE

rractlitionel

ATM Level 2 Customer Service Practitioner: Apprenticeship Training Manual
ATM Level 2 Customer Service: Apprenticeship Training Manual

Maths and English skills grid

Introduction

Task 1: Induction part one ~ Understanding organisation types

Task 2: Induction part two — Understanding customer expectations

Task 3: Creating a Personal Development Plan

Task 4: Presenting a professional image

Task 5: Using feedback from colleagues
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Apprenticeship training manual

Task 1:

Induction part one —
Understanding organisation types

English skills grid

youworkin. Your organisation wil frm artofone o tres scton: he G . ds

bk secon the prae secto o he hrdsecto There s e ifrerces ui

between , mainly in their purpose, ¥ ACity 8 Gubis Group Bsines
financed as well as what they do with any profits.
T n
your customer service role, it is important to recognise how the custol
service offered differs between the three sectors. Talk to your empl Task 1: Some of the language and ok T2 Tesk3 Tekd  Teks Toke k7 Tosk Tak9 Tek10  Tak0l Tek®  TekB Tk Taki
colleagues about your organisation — they will have an insight into the| 4 ‘communication skils that induction 1— _ induction—__ Greating. Presenting _ Using feedback Organising, _ Using. Meeting Temingdl inieacing | Posdng — Kowingyou  Usngdgita mpoing Dl uith
its aims relate to its sector. Induction part one — you might develop Understanding Understanding aPersonsl  aprofessionsl  from collesgues prionitsingand organisationsl leg=iaton  customerswith effectively with acustomer-  prodkcts and yowasemer  confict
. g cxganisstion  customer | Development  image onitoringyour ytemeand  andrequations eualiyand | astomers | foased | sanies Servecaolfer
When completing this task, you will Understanding organisation types types expectations _ Flan workoad resources asindividuals experience
= research the purpose of your orgarisation Where couldyou develop andior & |
il gl sl i HEC B E B E B E D E R B E T E i ElEE
® consider how your organisation's core values link to their service cul Speaking and listening
Listen for relevant information 7 7. LA A v Va7 E v Eva 7 i v v v
Key terms Task 1: oo i [ O /O [/ A N v W/ e v [ N e
s nvtespond to articamand
’ Induction part one — e fak A il - kS Y G Y Y ¢ B4 v. B8 v B Y Y 2 4
Brand promise - the statement that identifies what customers 3 i e e —_ — — — _—
from the organisation's people, products and services. For exal Understanding organisation types understancing—ask questions, use v v ¢ v v v v v v Kl v B v o v [ v v v
brand promise is: To give everyone the power to create and facial expressions and body anguage _
information instantly, without bar Follow discussions 7 v 7 7 4
~the of how goes Ve el conbions 7 7 7 v %
The practices the organisation follows every day in everything m“‘“mm e 7
e = . uest tain informa W v v v
example, BMW's core values are: ‘Integrity, Respect, Responsit Prepasatory activities Ew:ﬂ sty = —— = v
Private sector - the part of a country's economic system that | Present your ideas cescly and ogically 7 LA 7 v
individuals and companies, rather than the government. Most 1. Explain one key similarity and one key difference between public and private sector busin Reading = —
organisations are run with the intention of making profit for thel e dfrao e
and their shareholders. Similarity. ki s et ¢ B v B8 ¢ [0 v [l ¢ (R v [WR v Bl v [ v B v [l v G v el el v B v R
Public sector - for instance the police, military, public roads, p] ek e v Bl v Bl v VR v BVl v [N o B2 v BOE v B2l v B v BV o BR v [l v Bel v B2l v B
education and healthcare. These are usually financed by thing: T e _— — — B
tax, VAT or council tax. The public sector provides services suc| intiy accluncesstand the important (g IS 00 | IO v ¥ v v/ v ¢ [ ¢ Fa v el v W v I v [ 2 v v v v ¢
collection which benefit everyone rather than just the individu Use organisationalfeaures tohelp . e 7
that encourage equal opportunity. e ] Lol - WA WA AN A AN G 0 NN L AN WG i v
) v Use knoviedoe o grammar and
Servlceﬁ:ulﬁ;ref‘ & Cusinmes cantrc, approad‘ toactties Cy pm:xm\mdz’:he\gmuﬂdevsxx\d v v v v v v v v v v v 4 v v v v v v v v v v v v v v v v v v
are put first
i example, the service culture of Four Seasons Hotels Ltd. = tha e e =1
interactions with our guests, customers, business associates an ‘words and technical terms — v v 4 v 4 v 4 v v v v v v v v v o v v v v v v v v v v v v v
we seek to deal with others as we would have them deal with uf check the meaning
5 Writing
SWor ""'"’" SWOT B s scronymfor Srwngrhs w“"':: Explain one key similarity and one key difference between public and third sector business Plan and draf witng CA 7 WA AR A Al ey A A B A e Al ey Ay
T e L A A A A AR A A AR AR AN A A A A A AR A AR AR A A A A A A AR AR AR AR A 2
cewhv(h auhaves rmeasure of control. Opportunities a) e 3=
s mv:,""'j‘ y:u m’v:gs:;“';“y s Similarity: Wite in complete sentences VB v v, B/ 7 Bl v BUm v BV /o Béa 7/ S v BvE v Ve 7 el 4 Bval /o Va7 B v B
Use paragraphs v v v v v v v v v v v v v v v v v v v v v v v v v v v v v 3
Third sector - for instance, charities. These are a range of org; (T o e ey 2 B I s o ea e e el o Ea|
are neither public sector ner private sector, and are: and audience < =
= independent of government Tetengiboimead v B v B2 v B0 v B v 8 - 8 - Bl v v BD v B v 0 v 8 v A . B v G
 motivated by the desire to achieve social goals prersy ey Teonanl - AN O AN I IR ¢ IRA - DGR AN R A AN O IRl (BT < AN PG
® sometimes called ‘not-for-profit organisations’. Difference: mxﬁsz'ﬂwmﬂlw'« « B v I v B v B0 v I v 198 v B 2 By B v B vl v R v B B
Use correct grammar and punctuation v/ v v v v [ v v v v v v v v v v v v v v v v v v v v v v v v
Spulltanfie s wechrical v B v e B v e v R v e e e B R v B R v B B
Produce clear and legible text v v v v v v v v v v v v v/ i v v v v v v v (4 v v v v v v/ v v
T it i intask  E
30 CuatomerSrvice Pacusona Apprancaip Tanng Ml
32 CustomarSarvica Pactionar Apprentoship Triing Marsal
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Tutor support iIn SmartScreen Apprentice

journey
design

Search all co

City:
Guilds | SmartScreen

MY SUBJECTS CENTRE ADMIN REPORTS LOGOUT

My Subjects » Customer Service » Level 2 Diploma for Customer Sevice Practitioners » Recognition of Citv! ii
|ati d legislati ith isati - i = C
P ————— 1152101 Level 2 Diploma for Customer Service Practitioners Ity cm
QUALIFICATIONS Guilds | SmartScreen

Unit 202 Scheme of work

Customer Service

BUSINESS SKILLS

Session Objectives/learning outcomes Activities and resources Assessment
201
P e 1 = Be aware of the content of Unit 202 | Activities: Worksheet 1
GG e * Beabletolocate the SmartScreen | «  Discussion on the range of legislation and regulations that | Worksheet 2
3 hours webpage have an impact on customer service provision

» Completion of Worksheet 1
« Completion of Worksheet 2, Task 1
Presentation of PowerPoint 1 including equality legislation

Recognition of regulations and Learning outcome 1:

legislation within own 2794 Level 2 Diploma for Customer Servi iti 1.1 Identify the different regulations and video https:/www.youtube.com/watch?v=UcuS5glhNto
organisation 202 Recog n of regulations and legisiation |eg|s|;u09 that affect own o Discussion of all Iegislation
organisation « Discussion of customer charter examples
« Leamners to review worksheets in pairs and make any
Principles of business Introduction } amendments on basis of the other's experience and
m presentation
Contribute to a customer-focused Scheme of work v Resources:
experience
+ Sample lesson plan 1
= ™ + PowerPoint presentation 1
= = * Worksheet 1
Provide customer service EE3 | scheme ofwork (tutoronly) Wkl | Scheme of work (tutor only) + Worksheet 2
2 Recap previous session Activities: Worksheet 3
Manage customer expectations Sample lesson plan } « Review worksheets completed by learners during Session 1
3 hours Learning outcome 1: « Discuss any issues raised
207 = Discussion on customer charters, service level agreements,

1.1 Identify the different regulations and

Working in a sales environment PowerPoints w legislation that affect own i :’trh;;: :t;\gon;c;aga ;ggp %?::325 of practice
= organisation « Introduction of role play — Worksheet 3 (customer and
S . g employee briefs)

Working in an administrative 0

environment =l | PowerPoints
©2018 City and Guilds of London Institute. All rights reserved. Page 3 0f 9
Working in a contact centre

210

Muctamar conira nrincinlac
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Enhanced SmartScreen Apprentice

journey

MY SUBJECTS ~ CENTREADMIN  REPORTS  LOGOUT
My Subjects » Customer Senvice » Level 2 Customer Service Practitioner

SUBJECTS

Customer service - Treating customers as individuals
Customer Service

|

BUSINESS SKILL
CUSTOMER SERVICE

Intermediate Apprenticeship in
Customer Semce

Advanced Apprenticeship in
Customer Senice

9794 Enhanced Level 2 Customer Service Practitioner

This package contains a complete set of learner-facing materials as well as tutor materials.

m 9794 Level 2 Customer Service Practitioner
Intermediate and Advanced These leamer-facing materials are based around the tasks in the Apprenticeship Training Manual (which are
Apprenticeship in Customer around the apprenticeship standard) but also contain video-based e-learning quizzes and knowledge content
Senice
leamers to work through independently. They are made up of
« dedicated content covering underpinning knowledge requirements
9794 Enhanced vering P 9 ge req  Finding out what they want

« structured tasks for leamers to complete

Level 2 Customer Senice :

Practitoner « over 30 video-based e-leaming quizes on key concepts and which give learner feedback
2794 Level 2 Diploma for Customer Service Practitioners
These tutor materials, which will be available in May 2018, have been designed to help tutors deliver either fro
non-mandatory qualification or directly from the apprenticeship standard. They offer

« comprehensive schemes of work
« detailed PowerPoints

« worksheets

« practice questions

« a skills scan to checklensure that each apprentice’s job description matches the programme.

9794 Level 2 Customer Service Practitioner

2794 Level 2 Diploma for Customer Service Practitioners

g skills

nd listening skills
m Developing self to achieve targets and goals availability of products

m Recognition of regulations and legislation within own organisation

m Principles of business € 1 have watched this video and want 1o take the quez
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Get to gateway

* Access on demand using nothing more complex than
a web browser.

* Apprentices use their choice of device, whenever
and wherever they want to access learning.

* Assessors engage online, less time on the road
means more time coaching.

* Management reports present accurate, up-to-the-
second data on progress and funding.

My Programme

@ / My Programme

'!'B Customer Service Practitioner - GtGw

Customer Service Practitioner Induction (8LACUSTIND)
ENTRIES

Courses
("1 compuetsn | oow overoue | 10w suBuiTTeD | GSWRETURNED | 20,7 sTARIED |20 NoT STARIED

Programme

Customer Service Practitioner (8LACUSTOMER)

Level 2 Diploma in Business Administration (601/3607/8) -
ENTRIES
Test Course (3LATEST) .

26.0% NOT STARTED
37.0% STARTED
4.0% RETURNED
7.0% OVERDUE

9.0% SUBMITTED

17.0% COMPLETED

OVERDUE
OUTCOMES
OVERDUE
OUTCOMES

OVERDUE
OUTCOMES
OVERDUE
OUTCOMES
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<< Return to Outcome

Customer expectations

r r n n n Introduction
Understanding the difference between an external and an internal customer can

be challenging at first. Customers are more than just those that use your
organisation — they are also your work colleagues, who deserve equal
politeness and a high level of customer service.

Off-the-shelf learning and assessment content for selected apprenticeship Key terms
standards covering knowledge, skills and behaviours. :

Customer expectations — customer expectations are the benefits that a customer expects an organisation’s products o services to deliver.

Customer needs — something that customers must have as part of a product o service for them to purchase it. For example, a customer needs a lamp to
adequately light the area intended

«  Customer wants — something that customers think would be ‘nice to have' as part of a product or service, but is not necessary for them to purchase. For
example, a customer might want to choose the colour of a lamp.

Use our “out of the box” resources and activities which are mapped to 1 nmvne i e et Mo st i P 1 e o s et oot

organisations in the public sector, often have a choice and if they don't like your product or service can take their business elsewhere.

- Internal customer — can be a colleague, another department or a distributor you provide products or services to, which are used to create a deliverable for

Stan d ard S to te aC h S k i I I S an d b e h aV I 0 u rS the external customer. Usually, internal customers don't have a choice of suppliers because they will be required to use the organisation's own products or
.

services.

Attach additional evidence (5 files total)

Question 2

Course Evidence Registration Contact Why is building good customer relations important to your organisation? What would be the consequences of getting this wreng? *

8LACUSTIND - Customer Service Practitioner Induction Course Display « Type your answers in the box below

Q VALY 20.0% COMPLETED ~ 20.0% OVERDUE  0.0% SUBMITTED [[J20/0% RETURNEDY | 20.0% STARTED

Induction Induction.1 Induction.2 Induction.3 Induction.4 Induction.5
Induction Introduction Your ILP Reflective practice Safeguarding and British values
PREVENT

Question 3

Why is it important to balance the needs of an organisation and its customers? %k

ACCEPTED 18 JAN 2018 RETURNED 18 JAN 2018 STARTED
Type your answers in the box below
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Customer Service Practitioner

Customer Service
Practitioner

'
.
[z}

Task Page

Introduction

Qrganisation types

Customer expectations

Personal development
planning

Personal organisation

Organisational systems

and resources

Legislation and
regulations

Equality, diversity and
inclusion

Interpersonal skills

Your ILP

Task 1 Understanding
organisation types

Task 3 Understanding
customer expectations

Task 4 Creating a
personal development
plan

Task 7 Organising,
prioritising and
rmonitoring your

workload
Task 8 Using

organisational systems
and resources

Task 9 Meeting
legislation and
regulations

Task 12 Treating
all customers with
equality and as
individuals

Task 13 Interacting
effectively with

customers

Reflective practice

Task 2 Core values and
service culture

Professionalism

Task 10 Health and
safety

Establishing
customers needs and
expectations

Safeguarding and
PREVENT

Task 5 Presenting a
professional image

Task 11 Keeping
information
confidential

Task 14 Providing a
customer-focused
experience

British Values

Feedback

Task & Using feedback

from colleagues
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Customer Service Practitioner

. Course . Topic

Customer Service

Practitioner

* NB End-point assessment task pages relate to C&G end-point assessment and are therefore only available to customers using C&G as their C5P EPO.

Task Page

Products and services

Digital and social
media

Communicating
effectively with
colleagues

Customer conflict and
complaints

Introduction

Task 15 Knowing your
products and services

Task 16 Using digital
media

Task 17 Improving your
customer service offer

Task 18 Dealing with
conflict

Apprentice showcase

Practical observation

Professional discussion
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Content examples — online resources including videos

Telephone skills

[y

Great telephone skills are the building blocks of every business and it is easy to see why. Many of the important experiences that your existing, new and potential
customers are having are based upon the level of customer service they are receiving from you and your colleagues whilst on the phone. Employees who can use
their telephone skills to effectively deliver excellent service will grow and maintain a thriving business

Ways in which you can improve your telephone skills include, controlling your call by sticking to a structure, asking open questions when you need to and showing that cu Sto m e r fee d bac k
you are listening. Record and repeat information so the caller feels connected.
Customer feedback is an important tool in evaluating and improving customer service. Watch this video to leam more about the importance of customer feedback and

Select the image to launch the e-learning below — to access the video you will need to enter the password Red Sky.
then select the book below to learn more.

Customer feedback

Customer Service Practitioner
Keeping a conversation fi

Video access password: RedSky

v

-

B2 & Youlube [

& Gathering customer feedback %
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Content examples — preparatory activities and case studies

Case study 1

Read the case study below and then answer the questions that follow.

You are working in the reference section of the public library. A customer who is new to using computers repeatedly approaches you to help her to set up Preparator\[ acti\lities
an email account. She has no idea how to do it because she has never used a computer. As you are not busy. you provide her with help for a few minutes.
A queue begins to form at your desk and you have to leave to attend to other customers. The woman then loudly complains about the lack of service at

the library. c
i Question 1

In your own words, explain the differences between features and benefits, using examples from the products and/or services offered by your e

organisation.

Question 1 _ )
ype your answers in the box below

How would you identify this customer's expectations? e

Type your answers in the box below

Question 2

In your own words, explain the differences between products and services. If your organisation sells both preducts and services, you should provide e
specific examples to help you demonstrate the differences.

Question 2 Type your answers in the box below

How could you manage this customer's expectations? e

Type your answers in the box below
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Programme

Roles -

25% STARTED
1% SUBMITTED
3% OVERDUE

Administrators: 3% RETURNED

15% ACCEPTED

* create team members
* create learners

+ create employer access
Assessors * Anna Clark
* runreports.

Verifiers * Kirsty Jones

Assessors, tutors and internal quality assurers (IQAS):
* planning and guidance
* reviewing the completed tasks and giving feedback

* supporting the apprentice through the on-progamme phase.

Role Role.1 Role.2
Your role and responsibility and Personal development planning Task 4 Creating a personal
development development plan

Apprentices:
* access the learning content and complete their tasks

 record any off-the-job training. ACCEPTED 08 MAR 2018




Get to gateway 14 June 2018

L}
O - - Contact Diary City& —
20% off-the-job i

Description B /U & = = = o =- - © -~
« Apprentices and assessors can easily
create contact diary entries and record )
their off-the-job training.
- Diary entries are date stamped and have | —— ’
the embedded electronic signature of B L |
OFf the Job Training Hours 1 Metrics & Prine

the person who recorded the entry.
Documents and evidence can be .

DATE CREATED DESCRIPTION CREATED BY ON THE JOB TRAINING (OFF THE JOB TRAINING ACTION

uploaded as part of the entry if required. @ i pretanansls-gen

Related Documents

« A apprentice, employer or assessor could e 0
be asked to acknowledge the entry.

« Reports can be accessed by the T |memm— )
. . 21 Jul 2017 di he job 330 7:00

employer, assessors and administrators e .

on either individual apprentices or groups o
Of apprentices- 00 Feb 2017 GLH recording Anna Clark (Primary Assessor) 40:45 36:15
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Learner manager

Assessors can easily
manage their caseloads
with a quick overview of
their apprentice’s portfolios.

Unit status is easily
reviewed and both the
‘started’ and ‘completed
progress’ bars will be
visible.

=
&
[~

B K o

0

Learners

_® Learners

-'x CleverCollege

& Create Learner w Learner Feedback & Group Enrolment

Search Learners

& Cohort Manager

Learners

Status: @ Not Started @ Started @ Completed @ Verified

Displaying 1to 11 of 11 Learners 250 per page v 10of1
LEARNER / COURSE UNITS RAG STARTED

500/6355/8 - Diploma - NEW PREMIUM - Level 2 NVQ Diploma in Hairdressing (3008-02)

A ndams, Maggie .
= I3 62 B B3 E B K o oo
M\  copper. Hannah

) e [on [ o T ee Tan T oo [ on ons] 0w

A\ rord, shelly

L~ ISR | - ([ (153 | | e i [ | O | ® o

M James, Tracy

2
b - Lot | o [ 67 [ & [ oim [ o farno f o [ oz | o fraa) ¢ =
——

[ _ WL Penny

) 128 I 0 3 o on
A\  Rennie, Michelle

) (o ] v [ [ oo o L o | o Lo e [ @] ars e
: —

@\ Rosin, Amber

- BEEEEIEIEIREIED =

Terms & Conditions // Customer Support // Feedback // Logout

Copyright City & Guilds - Learning Assistant ©2006-2017

Referred

v

COMPLETED ACTIONS

Completed 0%

Completed 0%

Completed 0%

Completed 11%
-

Completed 63%

Completed 27%
-

Completed 0%

@

@

@

4

@

=z

@

Learners: 11

Action v

Action =

Action v

Action =

Action v

Action =

Action v

Ci‘cy_g% ‘ Learning

Guilds

Assistant
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Reporting

Standard progress reporting
will be available for assessors
and administrators.

Progress and activity reports
can be scheduled and extracted
in various formats.

Information

42 Total Units

Not Started
14%

Evidence

Total Evidence: 37 Files
Total Evidence Size: 116.62 MB

Metrics

On the Job GLH: 57 Hours 45 Minutes
Off the Job GLH: 49 Hours 30 Minutes
Metrics

On the Job GLH: 57 Hours 45 Minutes
Off the Job GLH: 49 Hours 30 Minutes

Started

4 1

Completed Verified
T4% 10%

Logins

Total Logins: 365
Last Login: 15 Feb 2018 7:02 AM

Evidence Types

W
wr =

2

Vram

Evidence Uploads (By Role)

Trainer
14

Evidence Uploads (By User)

Henry Smith

14
|\

(/
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Digital credentials

On-programme assessment

o
- o_~0
‘ °.®.°
o Py o
Communication
i Self-Development
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Level 2 Diploma for Customer Service Practitioners

Embedding

assessment

Qualifications to support on-programme learning — now live
* Level 2 Diploma for Customer Service Practitioners (2794).

Lewel 2 Diplorms for Customer
- Mapped 100% to the Customer Service Practitioner standard. service Practitioners [2734-02)

« Mapping document available.

* Resources available on SmartScreen.
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New qualification — 2794 Level 2 Diploma for Customer
Service Practitioners — mandatory

* Mapped to the standards.

* Pass/fall.

* Can use evidence that may have been gathered for the summative portfolio — but not the same.

Mandatory units — 201 to 206.

City & Guilds number Unit title --

202
203
204
205
206

Developing self to achieve targets and goals

Recognition of regulations and legislation within own organisation
Principles of business

Contribute to a customer focused experience

Provide customer service

Manage customer expectations

30
27
38
28
28

45
47
68
68
68
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New qualification — 2794 Level 2 Diploma for Customer
Service Practitioners — optional

Must complete 1 Optional Unit — 207 to 213.

City & Guilds number --

208
209
210
211
212
213

Working in a sales environment

Working in an administrative environment
Working in a contact centre environment
Customer service principles (multi-choice test)
Working in a retail environment

Social media in a work environment
Fundamentals of marketing

27
25

25
22

30
26

55
53

53
52

55
52
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Maths and English — what can we offer?

Qualifications
* Full suite of Functional Skills qualifications (3748).

 ‘Bite-sized’ maths qualifications (3847 and 3844).
« Can be used to support progression towards Functional Skills or GCSE.

Learning resources

 e-Functional Skills.

* Maths and English e-Toolkit.

* Functional Skills SmartScreen resources.

Workforce support
 Qualifications for literacy and numeracy practitioners.

» Specialist support, especially with maths and English integration.

Embedding

assessment
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Embedding assessment and monitoring progress g
with our e-portfolio progress
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e-portfolio — embedded resources

Tracking

progress

Your Learning Assistant licence lets you have access to some of the most popular City & Guilds
apprenticeship training manuals for no additional charge.

‘Task - Induction part one - Understanding your organisation

Using this manual 4

How the Customer Service Practitioner programme works 6

Customer Service Practitioner standards 9

How the standards map to the tasks 16 _ s
Task progress checklist 18

Reflective practice — making the most of your learning 19 g Mm:ﬂ::m;p : x: :::
I Task 1: Induction part one — Understanding organisation types ;z_] 03 oo T N
Task 2: Induction part two — Understanding customer expectations . I —

Task 3: Creating a Personal Development Plan 51 0 Pares Detoprer - Qare — -
Task 4: Presenting a professional image 69 M & reene | |  mao tersanad
Task 5: Using feedback from colleagues 83 === === i
Task é: Organising, prioritising and monitoring your workload 93

Task 7: Using organisational systems and resources 107

Task 8: Meeting legislation and regulations 17

Task 9: Treating all customers with equality and as individuals 135

Task 10: Interacting effectively with customers 147

Task 11: Providing a customer-focused experience 169

Task 12: Knowing your products and services 183

Task 13: Using digital media 199

Task 14: Improving your customer service offer 207

Task 15: Dealing with conflict 221

Glossary of key terms 241
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EPA preparation tool — helping your apprentice calmly
apprOaCh EPA preparation

EPA

3 im
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oyt Haro are scma quoses fom studants abost thelr ot Iniervas thay ofer uic noughes 0 Palp you 9ot r03dy 1o show your parfold of
Personalised to e oS s e e
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with up to six e e g x| ]
hours of generic ?
content per et |
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Useful and Clty.
: Guilds | SmartScreen .
relevant Iearnlng My Subjects » End-point assessment preparation » Customer Service Practitioner :;;:;O perfecﬂy present
resources your portfolio at
relevant to the B Interview
APPRENTICESHIPS

standard and
assessment
method

Organised by
assessment skills

most relevant to the
apprentice and to the
Apprentices can BT customer Senice Practiioner N F | D E N C
gain confidence in
areas like interviews, SUBJECTS - 1
presentation skills, End poin assessmont il Marketoer
writing and exam

revl S I O n Hairdressing Professional

G T——

CG0483 Customer Service Practitioner

Recommendations

Barbering Route
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City & Guilds EPA service

Smooth
process

Calibre and _
Preparation to

pass first time

expertise of
assessors

with clear
structure

Manual for City & Guilds and ILM EPA service.

Catch up on our recent webinar on the EPA booking
process and support on assessment methods.

City2¥ ilm

Guilds

ACity B Guids Group Collaboration

Manual for the

End-Point Assessment Service

Version 1.0

January 2018



https://www.cityandguilds.com/~/media/cityandguilds-site/documents/apprenticeships/manual-for-the-end-point-assessment-service pdf.ashx
https://youtu.be/JMEz_cSf8aU
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Preparation at the heart of our service

Key document for centres/customers/employers for the planning
EPA customer and delivery of the apprenticeship.

packs for every
standard

Cityge
Culds

It will include:
* the standard
« guidance on how to book EPA

Level 2 Customer Service « guidance on how to prepare for the showcase portfolio,
Practitioner (9794-02) practical observation and professional discussion and how
they will be assessed — against relevant sections of the
assessment methods and grading criteria (annex)

« guidance on examples of possible evidence
« separate pack with recording forms.

e We can also support with subject specific on-programme learning.
Find out more at https://www.cityandguilds.com/apprenticeships/on-

programme-learning.



https://www.cityandguilds.com/apprenticeships/on-programme-learning
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EPA for Customer Service Practitioner

Apprentice showcase Practical observation Professional discussion
4 N 4 h
Submit on the Face-to-face at the employer’s premises.
EPA portal.
\_ ) \§ J
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EPA and overall grading

All Pass
Criteria Achieved

A 4

All Pass Criteria
Achieved PLUS...

A 4

DISTINCTION
Apprentice 7 of 10
Showcase > distinction criteria
Practical 4 0of 5
Observation distinction criteria
Professional 3of4

Discussion distinction criteria



Entry requirements for EPA

A customer service practitioner apprentice must have achieved Level 1 maths and English and attempted Level 2
before taking EPA .

Gateway can be triggered after 12 months of starting the apprenticeship.
Complete gateway declaration form.
Book EPA 60-90 days in advance of EPA taking place.

Pre-gateway — learning progress to be supported by regular one-to-ones between the apprentice and the employer.
Typically meet every six weeks for 30 minutes to review progress. These sessions should:

* set learning goals

* track apprentice progress

- create a forum for coaching and guidance

 co-ordinate 20% of apprentice time spent in off-the-job training.



Our EPA service

« Simple pricing — two charging points:

» EPA registration fee — non-refundable £25 when the apprentice is registered for EPA on
City & Guilds system

* balance — after assessor enters results.

* The registration fee releases our EPA preparation tool and any related materials during the
on-programme learning phase.

* You'll have received nearly all of your funding from employers by this point so helps cash flow.
* No hidden charges — includes any third-party fees related to external quality assurance.

£

EPA registration fee EPA reservation request EPA event

£

Balance
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EPA exemplar material

Aimed at the assessor/tutor.

Easy to access.

Standard specific.

Best practice guidance for relevant EPA components.

Professional
discussion

Practical
observation

Showcase
portfolio

Examples of Guidance on how to

. Guidance on a
evidence

successful
observation

present and what is
expected

o

Underpinned by overarching tutor notes to pull all the different elements together
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Results and resits

If the apprentice passes, then we will issue a ‘Statement of
Achievement’ to the customer.

We then claim the apprentice certificate from the Institute of
Apprenticeships who in turn, post certificates to the employer.

If the apprentice fails, we will issue a formal notification and
feedback to the customer on which areas were failed.

Booked through Walled Garden on a component by component
basis. City & Guilds reopens access for the apprentice’s EPA
portal record or gives them a resit course.

[/\

Na”

| Opemtional Delivery Cfficer

Apprenticeship Level 3

End point assessmant
Statement of achievement

At grads oot

3 FMerD20 10
Full name of leamer

XIHHIINAN,

o
o
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Our assessors

* We've recruited over 100 high-quality assessors across a range of
standards.

« Our assessors are industry experts.

« We train them to help apprentices feel relaxed and show their best in
assessment.

Join our assessor team:

 For a list of standards that we're recruiting in, visit our |IEPA assessor page.



https://www.cityandguilds.com/apprenticeships/emerging-standards/independent-end-assessor
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Next steps

« EPAlive.

« Skills-scan.

« Sample tasks and tutor resources.
«  EPAexemplar pack.

* Network events.

* Webinars — modular.
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Further support and events from us

Mandy.Slaney@cityandqguilds.com
Dominic.Green@cityandquilds.com

Sign up for our new events and watch our
pre-recorded webinars on EPA, funding,
on-programme resources:
https://www.cityandquilds.com/apprenticeship
s/events-and-webinars

Network events

We are always looking for centres to help us
host a network event. Please contact us if
you're interested.

Connect with
Mandy on Linked
in here.


mailto:Mandy.Slaney@cityandguilds.com
mailto:Dominic.Green@cityandguilds.com
https://www.cityandguilds.com/apprenticeships/events-and-webinars
https://www.linkedin.com/in/mandy-slaney-11131954/
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Thank you

Customer queries

Please contact your local business manager.

General apprenticeship enquiries

Please contact apprenticeships@-cityandguilds.com.

Keep up to date — register for email updates:
http://www.cityandquilds.com/what-we-offer/centres/email-

updates.

For more information on the new standards, our learning
resources (including demos), and how we can support your
business: directsales@cityandguilds.com.



mailto:apprenticeships@cityandguilds.com
http://www.cityandguilds.com/what-we-offer/centres/email-updates
mailto:directsales@cityandguilds.com
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Any questions?




