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Slides

The slides will be sent
to all attendees
alongside the
recording after the
webinar

Questions

Please add your
guestions into the
guestion function on
the control panel. Will
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If the session cuts
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Please use the
original webinar link to
gain access back into
the session.

To join over the
telephone, select
“Phone Call” in the
Audio pane and the
dial-in information will
be displayed
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Observation overview for level 2 & 3 EPA City8§{f
Guilds

EPA for Customer Service Practitioner EPA for Customer Service Specialist
= D | % D I I
Apprentice _ _ _ _ _ (Portfolio based)  Work based project — interview
showcase Professional discussion Practical observation Professional Practical observation
(with Interyiew) Discussion

* knowing your customers and their needs/customer insight
 customer service culture and environment awareness

* business focused service delivery

* providing a positive customer experience

 customer service performance

» ownership/responsibility

 team working

 equality

* presentation

* Interpersonal skills
« Communication

» Equality — treating all customers as
individuals

* Presentation — dress code,
professional language

* Right first time
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Observation Dispensation

IfATE have withdrawn the dispensation

Level 3 Customer Service Specialist Ly i
Assessment 703/753 - Practical observation

Employer Witness Testimony to confirm competency

Guidance Document

This document includ) o and guid: on completing the Witness Testimony to
confirm the apprentice’s mrwrhawmwmm.
Section 1

Witness Requirements:

+  The witness must work in a role equivalent to first ine management of the apprentice, or above,
&g Team Leader, Supenvisor, and Manager.

+  The witness must have worked with the apprentice for & minimum of 3 months duri iursa
of thedr apprenticeship.

+ The witness must state their name, job title, position and relationship to thy

+  Provide work-based examples where the apprentice has demonsira
standard.

Section 2

Providing work-based examples

how the apprentice has demonstrated practical
iom to this is 082 — Knowing your customer and
& examples are required.

must attest to the criteria. Both the pass and distinction criteria have
ess to provide examples that encompass both the pass and

testimony can be submittad in an audio format in place of 2 written testimony.
ance has been provided below as to how the witness is to record the sudio testimony.

= The testimony provides the opportunity for examples to map holistically across the standard. It
may be one example could cover criteria from multiple modules across the standard, and you are
encoursged to provide quality examples that could cover more than one area of the standard ege
One example could cover bath the Positive customer experience and Customer service

performance.
+ Record where one example maps to other areas of the standard in the relevant box.

= There are no word count requiremeantsirestriciions; the focus of the examples should be to cover
the cover the relevant Knowledge, Skills & Behaviours.
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A focus on Customer Service Specialist

The practical observation must be carried out on a one-to-one basis with the IEPA and:
» reflect typical working conditions

- allow the apprentice to demonstrate interaction with at least three customer types NB: This is
just for PASS

 be at a day and time when the apprentice will have opportunities to handle a range of
customers and issues

* be in the right environment with enough space and resources for the apprentice to be able to
do their job.

» take a synoptic approach to assessment of overall competence.
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A focus on Customer Service Specialist

- allow the apprentice to demonstrate interaction with at least three customer types

Standard Ref | Assessment Pass descriptors
module requirement

Knowing your OB2 Understand different An ability to assess at least 3 different customer types and

customers customer types and their role of emotions in order to achieve a successful outcome
and their the role of emotions in  for them.

needs/ bringing about a - _ _ _
customer successful outcome Ability to react appropriately to customer emotions and bring

insight about a successful outcome for different customer types.

What is a customer type? We defined '3 customer types' as customers who all have varying needs to
help broaden the scope of customers that could be captured within this definition.
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The importance of the level 3 observation

This essentially boils down to customer interaction. If the learner has the opportunity to get
this bit right it improves the chances of success.

= must include customer interaction

= undertaking a range of day to day workplace activities in the apprentice’s workplace
= Interaction with at least 3 different customer types (customers with varying needs)

= Importance of time of day the observation takes place at

= supplementary Q&A may be carried out to seek further clarification on aspects not seen
during the observation in full (appropriate environment required)
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Duration

Time allowed for Practical Observation
Both the Customer Service standards practical observation will generally last 1 hour

Please note:

* The practical observation should be pre-planned and scheduled to when the apprentice must be in their
normal place of work and will be carried out by the IEPA.

* Photographic ID must be shown on the day
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LIEPA Feedback - level 3 CSS

Where Practical Observations have taken place, apprentices are well presented,
professional and display the attributes and qualities expected of a Level 3 Customer
Service Specialist. However, the apprentice’s job role and responsibilities are often not
sufficient to enable them to deal with a variety of customer interactions and
demonstrate the ability to deal with complex issues using a wide range of approaches.

Practical Observations have not been arranged for a time of day that would provide the
apprentice with the best opportunity to deal with a variety of customers to provide
coverage of the required criteria.

Apprentice’s job roles need to include the scope and breadth to enable them to gather
the required evidence and demonstrate the relevant Skills, Knowledge and Behaviours
of the Standard.
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What can/can’t be done?

Will any pre-recorded evidence be able to support the assessment criteria?
No, as per the assessment plan everything assessed should be live,

Can written evidence be considered for the observation assessment?

No, all evidence must be seen during the observation.

Can the Witness Testimony be used in exceptional circumstances?

No, as we know, this has been withdrawn by IfATE therefore:

« Ensure the apprentice is in the correct job role prior to them starting the standard.
« Carry out a skills scan on the job role itself

« Discuss this with their line manager, explaining the requirement of the observation (3 different
customer types)

Carry out mock observations on different days/times of the day

Use internal customers if possible

Plan/save any tasks which require customer interaction for the day of the observation
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Pass v Distinction grades

Example below is from Customer Service Practitioner level 2

Compare the wording in the descriptors table

PASS

DISTINCTION

Communication
Face to face

The apprentice demonstrated ability to make initial
customer contact and use appropriate verbal and non-
verbal communication skills

1.2

The apprentice adapted tone, behaviour and body
language when necessary, recognising and confirming
understanding of needs and expectations.

1.3

The apprentice demonstrated ability to recognise when
to summarise and the technigues to use.

In all roles, the apprentice demonstrated ability to adapt
communication - tone, behaviour and language - to different
customers and their interactions, showing clear knowledge of the
application of the Equality Act in all customer handling.
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Resitting the observation

If an apprentice fails the observation, a full re-sit assessing all the KSBs will be required
Driving test approach!

Please note: An apprentice cannot re-sit to upskill their grade.
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Remote observation

Apprentices are now able to choose either face to face or remote observation for their
End-point assessment.

Implementation of a robust process to provide the remote observation option for
customers

Customers must upload a fully completed Remote Observation Provider Checklist onto
EPA Pro.

* The checklist form will be available within EPA Pro to download.
« This will be uploaded alongside the gateway requirements in EPA Pro.

EPA booking events team will review the checklist and give approval when all
requirements have been met. If approval is not given, then face to face must be
Implemented

Customers must ensure the apprentice are in their normal work environment (this
maybe working from home)
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R e m Ote O b S e rvatl O n Remote observation — provider checklist

For the following standards only:
= Cusbomer Bendoe Praciionar
= Cusbomer Bendoe Specalkl

If you wiould like to proceed with 3 request, please provide the following detaidls in full and upload it
a5 part of the gateway process. For notes on completing this form, s=e page 4.

Apprentice Hame(s)
d CheCkl |St Apprentice ENR[a] I ULM{a]

Centra Hame | Canfre
Hurmbar
Etandard

Preferred EPA Data [ Time

Lacaflon of EPA Event
Remate

The appeantica has

Photo 1D

A cormputer with a webcam

Relable broadhand

A smart phanes or tablat

A ppuist and private mom S camplets assessment

Location for the assesamant

In the wark place

The apprentios’s home

It anothar location, pleass describa

Remate &= the spprentice is working from home

In tha zezazament, the apprantics would ba communlcating with cusfomers. ..

Crvar thie phanes

Using comguier-hased softwanse

Thrawgh #mail { other slectronic communications

Letiers (on-Sonéen)

Paper-based cormespandence

Face o face
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Remote observation

Motes on completing this form

The provider must have the technology to support the type of customer service role the apprentice has. The table below shows what the mandatory
and optional requirements are for different types of customer service:

Area Phone Computer-based | Email / electronic Letters Paper-based Face to
software COMMS [on-screen) correspondence face

Photo IO M i M 1| L) i
Reliable broadband (A ) M 1| M I
Qiet and private room for assessment K A M A ] I
Apprentice confident using meaeting software bt M M i 0| M
Apprentice’s screen can be sharad O M i hd 3 o
Customer phone calls can be shared b i, i Pl i, i
Camera allows |EFA to see face to face MNAA A MiA PiA MiA [
interactions with customers

Webcam M i M 1| L) i
Second camers O a Q 8] M I

K=y M — mandatory, O — optional, M'& — not applicable.

For example: if the apprentice is responding to customer phone calls, the IEPA will need to hear those phone calls, but they won't need to see face to
face inferactions. Seeing the apprentice's screen may help the IEPA assess their performance, depending on the circumstances.
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Remote observation

All customers for 9794-12 Customer Service Practitioner standard can now submit
their remote observation provider checklist for consideration, EPA events can be
allocated using the remote option from Monday 24th October 2022.

Currently we are running a pilot for any remote observation requests for apprentices
on 9494-12 Customer Service Specialist Level 3 standard. This standard is more
complex in its assessment requirements and therefore we will continue to carefully
manage and monitor remote End-point assessments within this pilot until further
notice.
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Remote observation
Things to consider....

Will consent be needed form 3rd party customers who will take part in the observation?

Consent must be sought and retained from any relevant clients, customers or employers prior to
remote assessment taking place

What technology will be required by the customer?
The customer will need to ensure they have access to Go to Meeting software.

Does the IEPA need to see and hear the apprentice?
Yes, the IEPA must be able to see and hear the apprentice.

Does the IEPA need to hear any customers the apprentice interacts with?
Yes, this is mandatory.

Is homeworking their normal way of working?

If so, we would recommend a remote observation
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Remote observation iIssues

The remote observation will not work for every apprentice.
« Job role specific

* Home workers

Current known issues:

The apprentice not testing their device prior to EPA
* Be able to share their screen
« Ensure both the customer and apprentice can be heard
Logistics — if the apprentice requires to be mobile, the set up must allow for this
* e.g. an apprentice working on a service desk moving around
Know they must move to an area suitable to undertake the other two assessment components.
* A quiet room is required
« The portfolio (and Q&A) and PD are recorded. The observation is not due to GDPR
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About City & Guilds

Since 1878 we have worked with people, organisations and economies to help them identify
and develop the skills they need to thrive. We understand the life changing link between skills
development, social mobility, prosperity and success. Everything we do is focused on
developing and delivering high-quality training, qualifications, assessments and credentials
that lead to jobs and meet the changing needs of industry.

We work with governments, organisations and industry stakeholders to help shape future skills
needs across industries. We are known for setting industry-wide standards for technical,
behavioural and commercial skills to improve performance and productivity. We train teams,
assure learning, assess cohorts and certify with digital credentials. Our solutions help to build
skilled and compliant workforces.

general.enquiries@cityandguilds.com
www.cityandguilds.com/about-us

01924 930 801
City & Guilds
Giltspur House
5-6 Giltspur Street
London

EC1A 9DE

Every effort has been made to ensure that the information contained in this publication is true and correct at time of going to press. However, City & Guilds’ products
and services are subject to continuous development and improvement and the right is reserved to change products and services from time to time. City & Guilds cannot Clt

accept responsibility for any loss or damage arising from the use of information in this publication. I I l m
©2022 The City & Guilds of London Institute. All rights reserved. City & Guilds is a trademark of the City & Guilds of London Institute. GU'



