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Customer

Service Practitioner

Sector Relevant to all employment sectors

Who is it for? New recruits and existing staff

Start date Flexible to suit employers

Level 2

Duration 12 months plus three months for end-point assessment

End-point assessment Portfolio showcase and interview, observation and
professional discussion

Qualification Level 2 Customer Service Practitioner

Delivery model Monthly college session

This standard aims to give the
Apprentice the knowledge, skills and
behaviours to deliver high-quality
services to customers.

Day-to-day tasks may include dealing
with orders, payments, offering advice,
guidance and support, meet-and-greet,
sales, fixing problems, aftercare, service
recovery or daining insight through
measuring customer satisfaction.

Some of the topics and themes
covered are knowing your customers,
understanding your organisation,
dealing with customer conflict and
challenges, and teamwork.

Typical job roles include:

Customer service representative

Customer service advisor

Customer service agent

Customer support agent

Call centre agent

The completion of this Apprenticeship
will lead to eligibility to join the Institute
of Customer Service as an individual
member at the professional level.



What your Apprentice

will learn

Apprentices develop knowledge, skills
and behaviours to be able to work
effectively in their job role.

These form the Apprenticeship standard
that has been developed and agreed
with employers.

Get in touch

The knowledge, skills and behaviours
that your Apprentice will learn include:

Knowledge
Meeting regulations and legislation

Understanding systems and key resources

Customer experience

Product and service knowledge

Skills
Interpersonal skills

Communication

Influencing skills

Organisation

Behaviours
Being open to feedback

Equality — treating all customers
as individuals

Presentation — dress code,
professional language

Accuracy

100%

pass rate at end-point assessment
in 2023/24 for this standard
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